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Abstract 
Since the 1970s, the world' has witnessed rapid advancement in the 
development and spread*,of new technologies particularly information and 
communication technologies (ICTs), Information Technology is the latest 
buzzword in the cotemporary development discourse. The convergence of 
computer, television and communication constitutes information technology (IT) 
which creates far reaching changes in all aspects of people's life. Information 
technology is revolutionizing the way in which people live and work and interact 
with each other. This has concomitantly, fuelled a fresh industrial revolution and 
shaped a new economy: the information or digital economy. Kim (2006: 188) says 
that 'we are witnessing a new technological revolution; perhaps even comparable 
to the industrial revolution in the eighteenth century'. While the industrial 
revolution had the production of goods from factories as the mainstay, information 
technology (IT) works on information and knowledge. As John Naisbitt (1984: 28) 
puts it: 'computer technology is to the Information Age what mechanization was 
to the industrial revolution'. In words of Kenneth Keniston (2004: 11), "the 
information technology (IT) revolution has been as dramatic, rapid and far 
reaching as the first industrial revolution (around factory production and the steam 
engine), and its sequel, based on the chemical and electrical industry. What is 
remarkable about the current "information technology' revolution is the 
extraordinary rapidity of change it encapsulates. Now the information about 
anything can reach anyone around the world with the click of the mouse. The 
speed and scope of information reach is the major differentiating denominator 
between information society and other societies. For example, it took at least a 
century before the printing press touched 50 million individuals. It took 38 years 
for radio to reach the same number, and 13 years for television. But the World 
Wide Web (WWW) in just four years exceeded the 50 million mark, Never before 
has a communication revolution spread so rapidly". 
Information technology (IT) has brought about fundamental changes in the 
way people work, learn, interact, do business and govern themselves in day-to-
day life. In words of Anthony G. Oettinger, "By widening the range of possible 
social 'nervous systems' the continuing growth of information resources is 
upsetting the world order, just as the industrial revolution upset it by widening the 
range of physical modes of production Beyond the stakes of particular 
corporations, some see the changing patterns of prices of information and of 
access to information as likely to entail pervasive and profound social 
transformation, just as the advent of mechanized industry and the subsequent rise 
of the bourgeoisie transformed western societies once before (Oettinger 1999: 
xxiv). 
Information technology (IT) is becoming more and more central today and is 
so critical indeed that it is ushering in a new society. Consequences in the nature 
of production seriously impact on the other social spheres- gender relations, 
governance, commerce, work, culture, communication and so forth. Hence, the 
development of information technology has led to the advent of a new type of 
society what has been called the 'information age', 'information society', 'network 
society', 'knowledge society', 'e-society', 'virtual reality', 'cyber society', 
'informational capitalism', 'post-industrial society', 'digital age', and even the 
'post-capitalist society' (Weiner, 1948,1950; MacLuhan,1964; Bell, 1964,1973; 
Drucker,l969; Lamberton,l974; Porat,1977; Castells,1996- 98; Webester,1995). 
The concept of 'information society' is attributed to the American 
Mathematician Norbert Weiner, the founder of'Cybernetics' which he gave in his 
two books: Cybernetics (1948) and The Human Use of Human Beings (1950). 
Weiner had written about the coming of a 'second industrial revolution' based on 
the processing of information in computerized, automated factories. He did not 
explicitly identify it (the role of information in the functioning of animals, 
machines, organizations, and society) as the basis of a second industrial 
revolution. This was done by science writer Harry Davis (1949; 29) in an article 
on computers published in 'Scientific American' in 1949 in which he claimed that 
the 19" century revolution was based on the transformation and transmission of 
energy The 20"' century revolution is based on the transformation and 
transmission of information. Davis probably drew heavily from cybernetics, 
making explicit what Weiner had implied (Davis 1949: 29). 
This budding discourse blossomed in tlie mid-1960s when prominent 
humanists and social scientists proclaimed the advent of a new type of society 
based on the processing of information. In 'Understanding Media' (1964), 
Marshal McLuhan frequently spoke in terms of the flow of information in new 
communication technologies that led to what has been called the 'Age of 
Information'. In 1969, management guru Peter Drucker claimed that the 
'information industry' and 'information revolution' were helping to create a 
'knowledge society' and 'knowledge economy' (Drucker 1969: 24-28). 
Economists heralded an 'information revolution' and 'information economy' 
during the 1970s (Lamberton 1974: 1-234; Porat 1977). 
In the 1990s 'Information Society' became a ubiquitous term for the new 
society being shaped by information technology (IT), though major disagreements 
are there among sociologists about its significance for bringing about change in 
social relationships. Extreme optimism or pessimism has greeted the introduction 
of this new technology that it may either radically transform social relationships or 
reproduce old social-relationships. Two different perspectives have developed for 
understanding the impact of information technology (IT) on social relationships 
(Lievrouw, 2002: 434). The first perspective regards information technology as 
revolutionary new phase of society driven by the spread of information technology 
(IT). The ubiquity and potential of IT revolution to bring about fundamental 
changes in the realms of production, consumption and civil society has invited 
wide ranging hopes. Many sociologists see technology as the impetus for the most 
fundamental change in social relationships. The technical attributes of new 
information technology (IT) are a panacea which solves societal problems. 
According to the first perspective, the information technology is the decisive 
agent of social change. Many Sociologists see technology as the impetus for the 
most fundamental change in social relationships. The second perspective avoids 
the purely technological determination of social relationships & recognizes the 
embedded ness of the new technology in the social context (Sassen, 2002: 365). 
Thus information technology (IT) is influenced by the values, cultures, institutions 
and the needs of the old society and it can merely reproduce old social institutions 
or relationships. This means that there may be nothing new in this society and that 
it is just an industrial society with information as a commodity instead of 
manufacturing goods. In this perspective, there is social shaping of technology as 
distinct from technology shaping society. In this perspective, there is social 
shaping of technology as distinct from technology shaping society. Daniel Bell 
and Manuel Castells belong to the first perspective but Frank Webster takes the 
second perspective for criticizing Bell and Castells. 
Bell called this new society as the 'post-industrial society' which he 
preferred to 'information society' which was being formed by revolutionary 
technology, in his book: 'The Coming of Post- Industrial Society: A Venture in 
Social Forecasting' published in 1973. in this book, he said that 'a section of the 
world consisting of the countries around the North Atlantic littoral plus the Soviet 
Union and Japan, where the fabrication of goods, by the application of machine 
technology with energy, is the basis of wealth and economic growth, are now 
moving into to the post- industrial world' (Bell, 1973: 37). Although Daniel Bell 
dismissed the term 'Information Society' as an alternative to his own 'Post-
Industrial Society' in 1973, he embraced the term in 1980 (Dertouzos and Moses 
1979: 163-211 ). 
Bell (1999: 308-9) emphasised the two most important dimensions of post-
industrial society which have been described as follows-
• In post-industrial state, first there is a shift from the production of goods to 
the selling of services, in post- industrial societies, the emphasis is on 
human services (education, health and social services) and on professional 
services (computing, systems analysis, and scientific research & 
development). 
• The second dimension of post- industrial society is more important- the 
fact that, for the first time innovation and change from the codification of 
theoretical knowledge. Every society has its base, to some extent, in 
knowledge. But only recently has technical change become so dependent 
on codification of theoretical knowledge. 
Bell further says that the crucial point about a post-industrial society is that 
knowledge and information become the strategic and transforming resources of the 
society, just as capital and labour have been the strategic and transforming 
resources of industrial society. His argument is that 'what is radically new today is 
the codification of theoretical knowledge and its centrality for innovation, both of 
new knowledge and for economic goods and services'. This feature allows Bell to 
depict the post- industrial society as a knowledge society because the sources of 
innovation are increasingly derivative from research and development (and more 
directly, there is a nevv' relation between science and technology because of the 
centrality of theoretical knowledge) (Bell, 1973: 212; Bell, 1989: 169). Although 
there is more information or knowledge in post- industrial society, Webster (1995) 
criticizes Bell for believing that post- industrial society is a new form of society 
and is a break from the past (p.59). Webster writes: "nonetheless, what can not be 
seen is any convincing evidence or argument for the view that all this signals a 
new type of society, 'post-Industrialism', which distinguishes the present sharply 
from the past There is no novel, 'post-industrial' society: the growth of 
service occupations and associated developments highlight the continuities of the 
present with the past" (Webster, 1995: 59- 60). 
Manuel Castells published a three volume study, ^The Information Age'' 
between 1996 and 1998 which is a magnum opus. He has been recognised as the 
most influential and the leading living thinker on the features of Information 
Society. His core argument is that the 'information age' announces 'a new society' 
which has been brought in being by the development of networks (enabled by 
ICTs) and which gives priority to information flows (Castells, 2000c: 693). He 
does not straightforwardly suggest the arrival of an 'information society'. In his 
view all societies have used information, and hence the term 'information society' 
is of little analytical value with regard to the distinctiveness of the present era 
(Castells, 2000d: 21). Castells abandoned the notion of 'information society', 
which he has himself used sometimes, as unspecific and misleading. Castells has 
come to refer to the 'network society' as the most accurate conceptualisation of 
the present epoch. The new society is centred around micro- electronics based, 
information and communication technologies which make it a network society. 
This network society is characterized by three fundamental features. 
In an article, entitled 'Materials for An Exploratory Theory of the Network 
Society' published in The British Journal of Sociology, Manuel Castells (2000: 
p. 10) gives the following features of'network society': 
• First, it is informational, that is, the capacity of generating knowledge and 
processing/ managing information determine the productivity and 
competitiveness of all kinds of economic units, be they firms, regions, or 
countries. 
• Second, this new society is global in the precise sense that its core, 
strategic activities have the capacity to work as a unit on a planetary scale 
in real time or chosen time. 
• Third, the new society is networked. At the heart of the connectivity of the 
global society and of the flexibility of informational production, there is a 
new form of economic organization, the network enterprise. Large 
corporations are internally de-centralized as networks. Small and medium 
businesses are connected in networks. 
Castells thinks that these features of a network society truly mark a break 
with the past and a new form of society. He argues that "we are undergoing a 
transformation towards an 'Information Age', the chief characteristic of which is 
the spread of networks linking people, institutions and countries. With information 
flows becoming central to the organization of today's society, disparate and far-
flung places can become 'integrated in international networks that link up their 
most dynamic sectors'" (Castells, 1996: 381). 
Frank Webster criticizes Manuel Castells for regarding these network flows 
as bringing about a fundamental change in society. He gives importance to the 
continuities from the past and does not think that the network society is a new 
form of society. Webster's (1995) starting point is the consensus among thinkers 
about the importance of information in contemporary world. However, he says 
that there is little agreement in the literature about its significance in affecting 
social relationships. There are some thinkers who believe that technology is a 
decisive agent in society for bringing about change. This is technological 
determinism which tends to dominate much of the consideration of the 
significance of information for bringing about change in social relationships. In 
this view technology is regarded as being independent of social relationships, 
though it has great social significance. Webster criticizes this view by arguing that 
it can not be said that '....technologies are at once the motor of change and 
simultaneously untouched by social relations' (Webster, 1995: 44). Thus, Webster 
gives importance to the continuity in social relationships without any break with 
the past. He does not regard information society to be a new form of society. 
In India, the policies of the Government of India have resulted in the rapid 
development of Information Technology (IT) industry which comprises 
Information Technology Services (ITS) and Information Technology Enabled 
Services (ITES). All the jobs in Information Technology Service (ITS) sector are 
technical jobs and have limited employment opportunities. The second sector is 
called the Information Technology Enabled Services (ITES) sector consisting of 
low end jobs which are related to processes that can be enabled with information 
technology. ITES is a part of the outsourcing industry which is also called 
Business Process Outsourcing (BPO). All the jobs in the ITES-BPO sector require 
limited skills in English speaking and so there is employment available on a large 
scale in it. The increasing job opportunities in the information technology enabled 
services (ITES) sector have been one of the important changes in recent years. The 
ITES-BPO industry is the largest employer in the organized private service sector 
in the country with approximately 1.6 million people employed in 2006-07. 
India's booming ITES-BPO industry is a favourite employer for women, with their 
percentage in the workforce set to rise from the current 30 per cent to 45 per cent 
in year 2010 (NASSCOM, 2007). The growing trend in the number of women 
employed indicates that not only does the industry offer equal opportunity to 
women but also has in place proactive and sensitive mechanisms which counter 
the common causes that discourage women from pursuing employment in the 
corporate sector. The large number of women employed in the ITES-BPO sector 
and the attractive environment which it provides for their employment makes it 
suitable for a study of the impact of information technology on women's 
empowerment in India. The call centres are the characteristic institutions of ITES-
BPO sector and represent distant and /or external sites of companies for answering 
business queries of the customers. There are a large no of call centres in Delhi and 
this study is focused on the women working in one of these call centres selected 
for the study. There were 1200 employees working in this call centre in the 
various shifts and women constituted about 600 of this work force. This is a study 
of the impact of development of information technology on the empowerment of 
women working in the ITES- BPO sector in Delhi. 
Empowerment of women and other marginalized sections is now a slogan in 
the development literature particularly in the context of women. A group moves 
from a condition of relative powerlessness to relative power through the 
empowerment process. The view is that women should be empowered and they 
should be given the chance to bring about a change in power relations. 
Empowerment is used for groups which are powerless such as women to signify 
not only a change in power relations so that there is more equality but also the 
ability or capacity to challenge the structure of male domination or patriarchy by 
participating in decision- making. This concept of empowerment has emerged 
recently in discourse on women and other weaker sections in India. 
The economic participation of women, particularly outside the home, is often 
posited as a crucial enabling factor for the empowerment of women. Information 
technology (IT) presents unique opportunity for the economic participation of 
women and their empowerment. The employment of women in the ITES- BPO 
sector is better paying than other sectors of economy for women with limited 
skills. 'Minimum wages in India is just over Rs. 1,000 per month; in the ITES-
BPO sector, however, monthly wages range from Rs. 5,000 to Rs. 15,000 per 
month' (Kelkar, et al. 2002: 69). It is estimated that women constitute 35 per cent 
of the total IT workforce, which is higher than their participation in the national 
economy as a whole now at 25.6 percent (Census of India, 2001; NASSCOM, 
2008). Better pay and more employment for women in ITES- BPO sector show the 
potential of this sector for women's empowerment. 
There are two perspectives among sociologists about the significance of 
Information Technology (IT) for social relationships. According to first 
perspective, technology is the decisive agent for bringing about change in social 
relationships & regards the 'information society' as the new form of society. 
According to this perspective, Information Technology opens up new avenues of 
economic participation of women leading to their empowerment so that they can 
negotiate for greater equality with men in the family, community and work place. 
According to the second perspective, technology is not independent of social 
relationships and information society is not a new form of society but there is 
continuity in social relationships without a break with the past. According to this 
perspective, this possible empowerment of women is circumscribed by existing 
values, cultures & institutions and so information Technology may not neutralize 
the inequality between men & women but may reproduce it. This is because 
women are embedded in a patriarchal context and so Information Technology may 
not lead to the empowerment of women. It is necessary to evaluate these two 
perspectives on the impact of information technology development on the 
empowerment of women working in the ITES-BPO sector. The intensive 
study of the selected cases of thirty two (32) women working in ITES-BPO sector 
in Delhi was conducted during the period w.e.f September 2007 to December 
2007 by in-depth interviews using semi-structured interview schedule & non-
participant observation. This is an exploratory study of the empowerment of 
women working in the ITES-BPO sector on the basis of the experiences of the 
women. This is an area hitherto unexplored by sociologists in India and so such a 
study give insights that may be used for a more extensive study. The study has the 
following objectives in order to understand the impact of ITES-BPO sector on the 
situation of women and extent of women's empowerment: 
1. Studying the social, economic and educational background of women 
employed in ITES-BPO sector in Delhi. 
2. Studying women's evaluation of their job to indicate their empowerment as 
a result of their employment in ITES- BPO sector. 
3. Studying the change in women's life to indicate women's empowerment in 
the family and workplace as a result of the employment in ITES- BPO 
sector. 
4. Studying the change in women's role, freedom of movement and freedom 
to take decisions to indicate women's empowerment in the family and 
workplace as a result of their employment in ITES- BPO sector. 
5. Studying the change in the attitudes of family members, co-workers and 
management towards women to indicate women's empowerment in the 
family and workplace as a result of their employment in ITES- BPO sector. 
The case studies of 32 women employed in the ITES-BPO sector in Delhi 
reveal that information technology (IT) brings women out of their home and leads 
to changes in their lives and their attitudes which bring about a change in power 
relations so that there is more equality in the family and in the workplace. This 
change in power relations so that there is more equality is shown by the fact that 
although they do not get sufficient time to visit friends or relatives and this job has 
cut down their social circle but it has given them greater self- confidence and more 
freedom to take decisions for themselves, and more respect in the family and 
society and she has time to spend on her own.. The change in power relations so 
that there is more equality is also shown when women can decide about their 
education and employment and the freedom to choose their job to become 
financially independent or to support their parents or husbands financially or the 
attraction of the brand name of the company or to earn money with stability, 
dignity and respect. Since all the women said that their parents supported them in 
every way from education to employment shows that the change in power 
relations so that there is more equality is not possible without parental support. 
The fact that all women say that as much money should be spend on the education 
of girls as on that of boys and almost all women say that they give equal 
preference to both male and female child and only one or two give preference to 
male child show a change in power relations so that there is more equality in their 
attitude. This change is also shown by the fact that they regard the 'Domestic 
Violence Bill- 2005' as very good measure and a step in the right direction which 
should be implemented very strictly and only a very few women are not aware 
about this Bill. The change in power relations so that there is more equality in their 
attitude is also shown by the fact that almost all women think that a husband is not 
justified in punishing his wife if she does not obey or neglects the house or 
children because he is equally responsible for taking care of the house or children 
and very few women feel that a husband is justified in punishing his wife if she 
does not obey or neglects the house or children. The fact that most women have 
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their bank account as single in their own name and those who have their bank 
account as joint without exception have assets and self acquired property in their 
own name also shows the change in power relations so that there is more equality. 
The fact that most women express satisfaction with this job and do not want to 
leave it but want to make this job as their career shows the change in power 
relations so that there is more equality in their attitudes in the workplace as also 
the fact that they consider their future prospects in this job as very high and want 
to get promotion to a very high position in the same call centre. This is supported 
by the fact that ail the women say that their colleagues have very friendly and co-
operative attitude towards them and they say that the management of the call 
centre also has very co-operative and motivating but formal and professional 
attitude towards them. Almost all women regard themselves as independent, 
confident and capable of interacting with others as compare to non- working 
women and more efficient and hardworking in comparison to their male 
colleagues as they perform dual role and this shows a change in power relations so 
that there is more equality in the work place. 
The case studies of 32 women in the ITES-BPO sector reveal that there is a 
change in power relations so that there is more equality for all the women but all 
of them have not been able to challenge the structure of male domination or 
patriarchy. The compatibility of job with the life of married women and their 
ability to balance their job with die performance of household chores indicates the 
ability to challenge the structure of male domination or patriarchy. The case 
studies of 7 married women reveal that their job is compatible with their married 
life and they are able to balance their job with the performance of household 
chores. They get sufficient time to spend with their husbands because their 
husbands or other family members help them in the performance of household 
chores. These 7 married women are able to challenge the structure of male 
domination or patriarchy because of their ability or capacity to change their role of 
performing household chores traditionally assigned to them. Some of these women 
are those whose husbands work in the same call centres or have the same office 
timings. Their husbands have positive and encouraging attitude towards their job 
because their income is needed by the family as a supplement to their husband's 
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income. The case studies of 3 married women whose job, according to them, is not 
compatible with their married life because they do not get sufficient time to spend 
with their husbands and they find it difficult to balance their job with the 
performance of household chores. Their husbands do not help them in the 
performance of household chores and they are unable to challenge the structure of 
male domination or patriarchy because of their inability to change the role of the 
performance of household chores traditionally assigned to women. These are the 3 
married women whose husbands have different and long office timings and they 
do not have positive and encouraging attitude to their wife's job because their 
income is not needed by the family as a supplement to their husband's income. 
The case study of one married woman with child (case study number 12) shows 
that her job is not compatible with her married life because she finds it very 
difficult to balance her job with the performance of household chores and rearing a 
child. She does not get sufficient time to spend with her husband and to look after 
her child. Although her husband helps her in the performance of household chores, 
she does not have the ability to challenge the structures of male domination or 
patriarchy because there is no change in her role of child rearing traditionally 
assigned to women. All the unmarried women revealed that they do not find it 
difficult to balance their job with the performance of household chores. They get 
sufficient time to spend on their own because their family members share the 
household chores. All the unmarried women are able to challenge the structure of 
male domination or patriarchy because they do not have the role of performing 
household chores traditionally assigned to women. 
The freedom of movement to visit friends or relatives without prior 
permission is also an indication of the ability of women to challenge the structure 
of male domination or patriarchy. Traditionally, women did not have freedom of 
movement and were required to be accompanied by their husband or other male 
family members to go out. This is an example of the structure of male domination 
or patriarchy which has been challenged by the employment in the ITES-BPO 
sector which requires women to go out without being accompanied by their 
husband or male family members. This freedom of movement results in the ability 
of some married women and some unmarried women to challenge the structure of 
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male domination or patriarcliy. The 7 married women whose job is compatible 
with their married life and who are able to balance their job with the performance 
of household chores because their husbands help them in the household chores say 
that there is no such restriction on their freedom of movement. The one married 
woman with a child finds that her job is not compatible with her married life and 
she finds it difficult to balance her job with the performance of household chores 
because she has the responsibility of rearing a child, there is no such restriction on 
her freedom of movement. All these married women are thus able to challenge the 
structure of male domination or patriarchy. The unmarried women who live in 
nuclear families have no restriction on their freedom of movement and thus they 
are also able to challenge the structure of male domination or patriarchy. The 3 
married women whose job is not compatible with their married life and they fmd it 
difficult to balance their job with the performance of household chores because 
they have to manage them on their own. For these three married women there are 
restrictions on their freedom of movement. The unmarried women who live in 
joint families also have restrictions on their freedom of movement. All these 
women who have restrictions on their freedom of movement are unable to 
challenge the structure of male domination or patriarchy. This is the reason for 
unmarried women to show preference for living in nuclear families. 
Having a say in family matters and who takes decisions in the family about 
how much to spend and on what is also an indication of the ability of women to 
challenge the structure of male domination or patriarchy. The case studies reveal 
that this job has given some women more say in family matters and the decisions 
in the family about how much to spend and on what are being taken by mutual 
participation. These are the seven married women some of whom are those whose 
husbands work in the same call centres or have same office timings. Their 
husbands have positive and encouraging attitude towards their job because their 
income is needed by the family as a supplement to husband's income. There is 
also one married woman with a child whose husband also has positive attitude 
towards her job because her income is needed by the family as a supplement to her 
husband's income. The unmarried working women living in nuclear families have 
more say in the family matters and the decisions about how much to spend and on 
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what are being taken by mutual participation. All these women have been able to 
challenge the structure of male domination or patriarchy. However, there are other 
women whom this job has not given more say in the family matters and the 
decisions in the family about how much to spend and on what are being taken by 
other family members. These are the 3 married women whose husbands have 
different and long office timings and they do not have positive and encouraging 
attitude to their wife's job because their income is not needed by the family as a 
supplement to their husband's income. The unmarried women who live in joint 
families have no say in the family matters and the decisions in the family about 
how much to spend and on what are being taken by other family members. This is 
the reason for unmarried women to shov/ preference to live in nuclear families. All 
these women have not been able to challenge the structure of male domination or 
patriarchy. 
Thus the case studies of 32 women working in the ITES-BPO sector in Delhi 
reveal that there is change in power relations so that there is more equality for all 
the women in the family and in the workplace. However, only some women have 
been able to challenge the structure of male domination or patriarchy. Only those 
women who have the ability or capacity to change the role of performing 
household chores traditionally assigned to women and who have the freedom of 
movement to visit friends or relatives without prior permission and who have a say 
in family matters and the decisions in the family about how much to spend and on 
what are being taken by mutual participation have been able to challenge the 
structure of male domination or patriarchy. In this way, it was found that 7 married 
women and one married woman with child and 13 unmarried women living in 
nuclear families have been able to challenge the structure of male domination or 
patriarchy. It was also found that 3 married women and the 8 unmarried women 
living in joint families have not been able to challenge the structure of male 
domination or patriarchy. This shows that out of 32 women working in the ITES-
BPO sector only 21 have been able to challenge the structure of male domination 
or patriarchy while 11 have not been able to challenge the structure of male 
domination or patriarchy. The economic and social obstacles that have emerged in 
these case studies which prevent women from challenging the structure of male 
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domination or patriarciiy are that of whether her income is needed by the family as 
a supplement and whether the family is nuclear or joint. 
These case studies of 32 women working in the ITES- BPO sector in Delhi 
revealed that while there is a change in power relations so that there is more 
equality for all the women but ail the women have not been able to challenge the 
structure of male domination or patriarchy. Employment in the ITES-BPO sector 
does not bring about the empowerment of all the women and the economic and 
social obstacles which prevent the empowerment of women show that women are 
embedded in a patriarchal context and so Information Technology may not lead to 
the empowerment of women, it is likely that existing inequalities between men 
and women will be reproduced in the new society being shaped by information 
technology which is called 'information society' or 'network society'. The 
possible empowerment of women is circumscribed by the values and structures of 
the old society so that there is continuity between it and the new society and there 
is no break with the past. The findings of the study are in agreement with the 
second perspective which was given by Webster. The findings of the study are not 
in agreement with the first perspective which was given by Bell and Castells. 
However, the fact that some women employed in ITES- BPO sector have been 
empowered to the extent that they have been able to challenge the structure of 
male domination or patriarchy shows that this sector has the potential to bring 
about the empowerment of women and the information and the network society 
may ultimately bring about fundamental change in relations between men and 
women. 
Empowerment refers not only to a change in power relations but also the 
ability or capacity to challenge the structure of male domination or patriarchy by 
participating in decision making. Thus in the case studies of 32 women employed 
in the ITES-BPO sector in Delhi, the empowerment of women is there for 21 
women and not for 11 women. In these case studies, the economic and social 
obstacles, which prevent the empowerment of women, are that of whether her 
income is needed by the family as a supplement and whether the family is nuclear 
or joint. Since 21 out of the 32 women have been empowered, it shows that 
15 
employment in ITES-BPO sector has the potential for the empowerment of 
women. 
This study is concerned with the use of exploratory research design to find 
the extent of empowerment of women vv'orking in the ITES- BPO sector in Delhi. 
The exploratory research design has been followed because the area was hitherto 
un- explored. This research enabled us to gain familiarity with the new 
phenomenon and to give new insights. Further research is needed in this area by 
drawing case studies from various parts of the country and from other sectors of 
information technology for a comparative study. These can then form the basis of 
precise hypothesis about the impact of information technology development on the 
empowerment of women which can be verified by using surveying research design 
and sample drawn from different parts of the country and from different sectors of 
information Technology. Such a broad study will use statistical methods and 
quantitative analysis different from the case study method and qualitative analysis 
in this study. 
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Glossary 
AT&T Inc. : It is the largest provider of local, long distance telephone services in the United 
States (US), and also serves digital subscriber line Internet access. 
AT&T is the second largest provider of wireless service in the United States, with over 
77 million wireless customers, and more than 150 million total customers. 
Bandwidlh : The speed al which Internet operates. 
Body shopping: Body shopping is the practice ol'consultancy firms recruiting information technology 
workers in order to contract their services out on short-term basis. Regarded as 
legitimate consultancy by both the companies that practice it and by the people 
employed, body shopping is disparaged by those IT services companies 
in India that assert that they provide real services (such as software development) 
rather than the "sham" of merely farming out professionals to overseas companies. 
Body shopping in IT originated during 1996-1999 where there was huge demand for 
People with Mainframe, COBOL and related technological skills to prevent systems 
being affected by (he Y2K btig. 
BPO : Business process outsourcing (BPO) is a form of outsourcing that involves the 
contracting of the operations and responsibilities of a specific business functions 
(or processes) to a third-party service provider. Originally, this was associated with 
manufacturing firms, such as Coca Cola that outsourced large segments of its supply 
chain. In the contemporary context, it is primarily used to refer to the outsourcing of 
services. BPO is typically categorized into back office outsourcing- which includes 
internal business functions such as human resources or finance and accounting, 
and front office outsourcing - which includes customer- related services such as 
contact center services, BPO that is contracted outside a company's country is called 
offshore outsourcing. BPO that is contracted to a company's neighbouring (or nearby) 
country is called "near-shore outsourcing'. Given the proximity of BPO to the 
information technology industry, it is also categorized as an information technology 
enabled service or ITES. 
Call Centre : A call centre is a centralised olllce used for the purpose of receiving and transmitting a 
large volume of requests by telephone. A call centre is operated by a company to 
administer incoming product support or information inquiries from consumers. 
Contact Centre: In a call centre, the collective handling of letters, faxes, live chat and e-mails at one 
location is known as a contact centre. 
Cybcrpreneurs: Entrepreneurs through information and communication technologies (ICTs). 
X l l l 
Cyberspace : Computer, Intemei and other digital mediums are referred to as cyberspace. 
It is a virtual space created by the matrix of computerized telecommunications networks 
such as the Internet, where millions of individuals across the globe interact through 
discussion, business, information retrieval and rich variety of other activities at any 
time of day or night. 
Cyber Cafe : A place like coffee home where Internet can be accessed for a payment of 
Rs. 10-Rs. 20 per hour. 
Digital Divide : The gap between those who have access to ICTs and those who do not have 
is called the digital divide. 
Domain Sivills: The skills which are required to handle a group of networked 
computers that share a common communication address. 
E- Coniincrce: The business and commercial transactions carried out throtigh ICTs. 
E- Culture : The impact of Internet, compiiler games and mobile phones on the cultural 
thought processes and activities of individuals and communities. 
E-Governance: The interaction between the slate and citizens with the help of digital 
technologies for better development. 
E- Literacy : Knowledge of a person to handle computer, Internet, mobile phone, scanner, 
laptop, and Internei- telephony etc. 
E-Ownership : The ownership of computer with Internet connection, laptop, 
mobile phone and other digital technological instruments. 
E- Work : Employment in ICT related fields. The Information Technology Enabled 
Services - Business Process Outsourcing (ITES- BPO) and Tele working are 
prominent e- works at present. 
Information Society: 'Information Society' is a broad term used to describe the social, economic, 
technological and cultural changes associated with the rapid development and 
widespread use of information and communication technologies (ICTs) in 
modern nations societies, especially since World War II. Information Societies 
are thought to differ from industrial societies because they treat information as a 
commodity, especially scientific and technical information; because they employ 
large numbers of "information workers" in their economies; because information 
and communication technologies and channels are prolific and are widely used; 
and because using those technologies and channels has given people a sense of 
"inlerconnectedness". 
Knowledge Society: Broadly speaking, the term Knowledge Society refers to any society where 
knowledge is the primary production resource instead of capital and labour. It may 
also refer to the use a certain society gives to information. A Knowledge society 
creates, shares and uses knowledge for the prosperity and well-being of its people. 
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NASSCOM : NASSCOM is India's National Association of Software and Service Companies, 
the premier trade body and chamber of commerce of the IT software and 
services industry in India. It is headquartered in New Delhi, India. NASSCOM 
was .set up to facilitate business and trade in software and services and to encourage 
advancement of research in software technology. It is a non- profit organization, 
funded entirely by its members) registered under the Societies Act, 1986. 
NASSCOM is a truly global trade body with around 819 members, of which 
nearly 150 are global companies from the US, UK, EU, Japan and China. 
NASSCOM's member companies are in the business of software development. 
Software services, and ITES- BPO services. 
Netizcns : People who use Internet frequently. Apart from e- mail, netizens involve 
in e- commerce, e- governance and e- work etc. 
Network Society: The network society may be defined as a society in which a combination of 
social and media networks shapes its prime mode of organization and most 
important structures at all levels (individual, organizational and societal). He 
compares this type of society to a mass society that is shaped by groups, 
organizations and communities ('masses') organized in physical co-presence. 
Offshore Outsourcing: It is the practice of hiring an external organization to perform some business 
functions in a country other than the one where the products or services are 
actually developed or manufactured. It can be contrasted with off-shoring, m 
which the functions are performed in a foreign country by a foreign subsidiary. 
Opponents point out that the practice of sending work overseas by countries with 
higher wages reduces their own domestic employment and domestic investment. 
Many customer service jobs as well as jobs in the information technology sectors 
(data processing, computer programming and technical support) in countries such 
as the United Slates and the United Kingdom - have been or are potentially 
affected. 
Post-industrial Society: A post-industrial society is a society in which an economic transition has occurred 
From a manufacturing based economy to a service based economy, a diffusion of 
national and global capital, and mass privatization. The prerequisites to this 
economic shift are the processes of industrialization and liberalization. This 
economic transition spurs a restructuring in society as a whole. 
Social Network Service: A social network service focuses on building online communities of people who 
share interests and /or activities, or who are interested in exploring the interests 
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and activities of otiners. Most social network services are web based and provide 
a variety of ways tor users to interact, SUCIT as e-mail and instant messaging 
services. 
STPs Scheme: Software Technology Parks (STPs) scheme is a 100 percent export-oriented 
scheme tor the development and export of computer software using data 
communication links or in the form of physical media including export of 
professional services. 
Technopolis : Attractive presence of skyscrapers where high- tech production, distribution and 
Consumption of e- work happens. Delhi, Bangalore, Chennai, Hyderabad and 
Mumbal are the popular lechnopolises in India. 
Venture capital: (also known as VC or Venture) is a type ofprivate equity capital typically provided 
to early-stage, high- potential, growth companies in the interest of generating a 
return through an eventual realization event such as an IPO or trade sale of the 
company. Venture capital investments are generally made as cash in exchange 
for shares in the invested company. It is typical for venture capital investors 
to identify and back companies in high technology industries such as biotechnology 
and ICT. 
XVI 
List of Tables 
S. No. Description Page No. 
Table 2.1: Indian Software Export Growth 
Table 2.2: Export earnings of the IT/ ITES industry (in US $ billion). 
Table 2.3: Total Indian IT- ITES industry Revenue (Domestic 
+ Exports (In US $ billion) 
Table 3.1: Direct Employment in IT/ ITES-BPO industry 
Table 3.2: Employment of men and women in ITES- BPO sector 
(in Per Cent) 
Table 5.1: Population Characteristics of India and Delhi 
Table 5.2: The Literacy Rate and the Density of Population in Delhi 
and India 
Table 5.3: Decadal Growth Rate of Population 
Table 5.4: Rural- Urban Population of India and Delhi 
Table 5.5: Work Participation Rate in 2001 
43 
48 
50 
101 
103 
130 
130 
131 
131 
131 
XVI 
List of Figures 
S.No. Description Page No. 
Fig. 2.1: Indian Software and Services Exports including ITES-BPO 45 
Fig. 2.2: Export earnings ofthelT/lTES industry (US $ billion) 49 
Fig,2.3: Graph showing the Compound Annual Growth Rate 51 
(CAGR) of Indian IT- ITES Industry Revenue (Domestic + 
Exports) [Sector- wise]. 
Fig. 2.4: Contribution of IT/ITES industry to National GDP 53 
Fig. 3.1: The Direct Employment of Men &. Women in ITES- 102 
BPO Sector 
Figure 3.2: Employment of men and women in ITES-BPO sector 104 
(in per cent) 
XVUl 
CHapter-1 
Introduction 
Since the 1970s, the world has witnessed rapid advancement in the 
development and spread of new technologies particularly information and 
communication technologies (ICTs). Information Technology is the latest 
buzzword in the cotemporary development discourse. The convergence of 
computer, television and communication constitutes information technology (IT) 
which creates far reaching changes in all aspects of people's life. Information 
technology is revolutionizing the way in which people live and work and interact 
with each other. This has concomitantly, fuelled a fresh industrial revolution and 
shaped a new economy: the information or digital economy. Kim (2006: 188) says 
that 'we are witnessing a new technological revolution; perhaps even comparable 
to the industrial revolution in the eighteenth century'. While the industrial 
revolution had the production of goods from factories as the mainstay, information 
technology (IT) works on information and knowledge. As John Naisbitt (1984) 
puts it: •Computer technology is to the Information Age what mechanization was 
to the Industrial Revolution' (p. 28). In words of Kenneth Keniston (2004), "the 
information technology (IT) revolution has been as dramatic, rapid and far 
reaching as the first industrial revolution (around factory production and the steam 
engine), and its sequel, based on the chemical and electrical industry. What is 
remarkable about the current 'information technology' revolution is the 
extraordinary rapidity of change it encapsulates. Now the information about 
anything can reach anyone around the world with the click of the mouse. The 
speed and scope of information reach is the major differentiating denominator 
between information society and other societies. For example, it took at least a 
century before the printing press touched 50 million individuals. It took 38 years 
for radio to reach the same number, and 13 years for television. But the World 
Wide Web (WWW) in just four years exceeded the 50 million mark. Never before 
has a communication revolution spread so rapidly" (p. 11). 
The word 'technology' originated from the Greek word 'techne' and 'logia' 
where 'techne' means 'skill' and 'logia' means study of Science (ITL Education 
Solution 2005: 174). In words of Dennis P. Curtin, et al (2005: 18), 'technology is 
the application of Science, especially to industrial or commercial objectives". 
Thus, technology is the knowledge generated for the purpose of development of 
new systems to help in solving practical problems. For the development of 
technology, information is essential. Macmillan Dictionary of Information 
Technology defined information as 'knowledge that was unknown to the receiver 
prior to its receipt. Information can only be derived from data that is accurate, 
timely relevant and unexpected' [Quoted in D. Kamalavijayan 2005: 8]. Curtin et 
al (2005: 18) define information as, "an act of informing or the condition of being 
informed, the communication of knowledge and knowledge derived from study, 
experience and / or instruction". Information can also be defined as the collection 
of facts gathered through various means of communication (for example, people, 
newspaper, and television) and plays a vital role in drawing a conclusion. At the 
same time, technology makes information gathering fast and easy. Information 
along with technology has created a new branch called information technology 
(IT) [ITL Education Solutions, 2005: 174]. The term 'information technology' 
arose in Management Science in the United States in the 1960s, where it signified 
computer- based mathematical techniques designed to replace mid- level 
managers. This process occurred during the 1960s and 1970s, a period of rapid 
change in computers and communications that formed the basis of what become 
widely known as 'information technology' (Kline, 2006: 513) 
Information technology (IT) has been defined in various ways by various 
writers. Macmillan Dictionary of Information Technology defined information 
technology as, " IT is the acquisition, processing, storage, dissemination and use 
of vocal, pictorial, textual and numerical information by a microelectronics- based 
combination of computing and telecommunications" [Longley and Shain 1985: 
164]. Great Britain's Department of Trade and Industry considers information 
technology as, "the science of information handling, particularly by computers 
used to support the communication of knowledge in technical, economic and 
social fields" (Martin, 1988: 24). Curtin et al (2005: 20), "The phrase information 
technology (IT) refers to the creation, gathering, processing, storage, and delivery 
of information and the processes and devices that make all this possible". Forester 
(1985: xiii), "Information technology in its strictest sense is the new science of 
collecting, storing, processing and transmitting informafion". Farhat (1996: 1019), 
"Information technology (IT) is defined as the acquisition, transmission, 
processing and presentation of information in all its forms audio, video, text and 
graphics". Rajaraman (2004: 01), "Information technology (IT) may be defined as 
the technology which is used to acquire, store, organize and process data to a form 
which is usable in specified applications and disseminate the processed data". Roy 
(2005) defines information technology as "....enabling instant communication 
over space and time, collection, storage, processing and transmission of digitalized 
information- text, sound (audio), graphics and vision (Video) [p. 14], He further 
noted that on the technical front information technology (IT) encompasses the 
collection, capture, processing, storage, retrieval and transmission of information, 
embodying text, data, sound (audio), vision (video) and graphics in relation to a 
range of applications- economic, social, political, cultural and scientific- among 
individuals, groups and public and private institutions" (p. 101). ITL Education 
Solutions 2005: 177) defined information technology as, ''a combination of 
telecommunications and computing to obtain process, store, transmit and output 
information in the form of voice, pictures or text with the help of World Wide 
Web (www), video equipment and multimedia products, electronic devices such as 
photocopiers, telephones and other means of telecommunications". Thus, 
information technology refers to the creation, collection, acquisition, processing, 
storage, dissemination and use of information in various forms. 
Information technology (IT) has brought about fundamental changes in the 
way people work, learn, interact, do business and govern themselves in day-to-
day life. In words of Anthony G. Oettinger, "By widening the range of possible 
social 'nervous systems' the continuing growth of information resources is 
upsetting the world order, just as the industrial revolution upset it by widening the 
range of physical modes of production Beyond the stakes of particular 
corporations, some see the changing patterns of prices of information and of 
access to information as likely to entail pervasive and profound social 
transformation, just as the advent of mechanized industry and the subsequent rise 
of the bourgeoisie transformed western societies once before (Oettinger 1999: 
xxiv). 
Information technology (IT) is becoming more and more central today and is 
so critical indeed that it is ushering in a new society. Consequences in the nature 
of production seriously impact on the other social spheres- gender relations, 
governance, commerce, work, culture, communication and so forth. Hence, the 
development of information technology has led to the advent of a new type of 
society what has been called the 'information age', 'information society', 'network 
society', "knowledge society', 'e-society', "virtual reality', "cyber society', 
'informational capitalism', 'post-industrial society', 'digital age', and even the 
'post-capitalist society' (Weiner, 1948,1950; MacLuhan,1964; Bell, 1964,1973; 
Drucker,1969; Lamberton,1974; Porat.1977; Castells,1996- 98; Webester,1995). 
The concept of "information society' is attributed to the American 
Mathematician Norbert Weiner, the founder of'Cybernetics' which he gave in his 
two books: Cybernetics (1948) and The Human Use of Human Beings (1950). 
Weiner had written about the coming of a 'second industrial revolution' based on 
the processing of information in computerized, automated factories. He did not 
explicitly identify it (the role of information in the functioning of animals, 
machines, organizations, and society) as the basis of a second industrial 
revolution. This was done by science writer Harry Davis (1949: 29) in an article 
on computers published in 'Scientific American' in 1949 in which he claimed that 
the 19"' century revolution was based on the transformation and transmission of 
energy The 20"^  century revolution is based on the transformation and 
transmission of information. Davis probably drew heavily from cybernetics, 
making explicit what Weiner had implied (Davis 1949: 29). 
This budding discourse blossomed in the mid-1960s when prominent 
humanists and social scientists proclaimed the advent of a new type of society 
based on the processing of information. In 'Understanding Media' (1964), 
Marshal McLuhan frequently spoke in terms of the flow of information in new 
communication technologies that led to what has been called the 'Age of 
Information'. In 1969, management guru Peter Drucker claimed that the 
'information industry' and 'information revolution' were helping to create a 
'knowledge society' and 'knowledge economy' (Drucker 1969: 24-28). 
Economists heralded an information revolution' and 'information economy' 
during the 1970s (Lamberton 1974: 1-234; Porat 1977). 
In the 1990s 'Information Society' became a ubiquitous term for the new 
society being shaped by information technology (IT), though major disagreements 
are there among sociologists about its significance for bringing about change in 
social relationships. Extreme optimism or pessimism has greeted the introduction 
of this new technology that it may either radically transform social relationships or 
reproduce old social-relationships. Two different perspectives have developed for 
understanding the impact of information technology (IT) on social relationships 
(Lievrouw, 2002: 434). The first perspective regards information technology as 
revolutionary new phase of society driven by the spread of information technology 
(IT). The ubiquity and potential of IT revolution to bring about fundamental 
changes in the realms of production, consumption and civil society has invited 
wide ranging hopes. Many sociologists see technology as the impetus for the most 
fundamental change in social relationships. The technical attributes of new 
information technology (IT) are a panacea which solves societal problems. The 
second perspective avoids the purely technological determination of social 
relationships and recognizes the embedded ness of the new technology in the 
social context (Sassen, 2002: 365). According to the first perspective, the 
information technology is the decisive agent of social change. Many Sociologists 
see technology as the impetus for the most fundamental change in social 
relationships. The second perspective avoids the purely technological 
determination of social relationships & recognizes the embedded ness of the new 
technology in the social context (Sassen, 2002: 365). Thus information technology 
(IT) is influenced by the values, cultures, institutions and the needs of the old 
society and it can merely reproduce old social institutions or relationships. This 
means that there may be nothing new in this society and that it is just an industrial 
society with information as a commodity instead of manufacturing goods. In this 
perspective, there is social shaping of technology as distinct from technology 
shaping society. Daniel Bell and Manuel Castells belong to the first perspective 
but Frank Webster takes the second perspective for criticizing Bell and Castells, 
Bell called this new society as the 'post-industrial society' which he 
preferred to 'information society' which was being formed by revolutionary 
technology, in his book: 'The Coming of Post- Industrial Society: A Venture in 
Social Forecasting' published in 1973. In this book, he said that 'a section of the 
world consisting of the countries around the North Atlantic littoral plus the Soviet 
Union and Japan, where the fabrication of goods, by the application of machine 
technology with energy, is the basis of wealth and economic growth, are now 
moving into to the post- industrial world' (Bell, 1973: 37). Although Daniel Bell 
dismissed the term 'Information Society' as an alternative to his own 'Post-
Industrial Society' in 1973, he embraced the term inl980 (Dertouzos and Moses 
1979: 163-211 ). 
Bell (1999: 308-9) emphasised the two most important dimensions of post-
industrial society which have been described as follows-
• In post-industrial state, tlrst there is a shift from the production of goods to 
the selling of services. In post- industrial societies, the emphasis is on 
human services (education, health and social services) and on professional 
services (computing, systems analysis, and scientific research & 
development). 
• The second dimension of post- industrial society is more important- the 
fact that, for the first time innovation and change from the codification of 
theoretical knowledge. Every society has its base, to some extent, in 
knowledge. But only recently has technical change become so dependent 
on codification of theoretical knowledge. 
Bell further says that the crucial point about a post-industrial society is that 
knowledge and information become the strategic and transforming resources of the 
society, just as capital and labour have been the strategic and transforming 
resources of industrial society. His argument is that 'what is radically new today is 
the codification of theoretical knowledge and its centrality for innovation, both of 
new knowledge and for economic goods and services'. This feature allows Bell to 
depict the post- industrial society as a knowledge society because the sources of 
innovation are increasingly derivative from research and development (and more 
directly, there is a new relation between science and technology because of the 
centrality of theoretical knowledge) (Bell, 1973: 212; Bell, 1989: 169). Although 
there is more information or knowledge in post- industrial society, Webster (1995) 
criticizes Bell for believing that post- industrial society is a new form of society 
and is a break from the past (p.59). Webster writes: "nonetheless, what can not be 
seen is any convincing evidence or argument for the view that all this signals a 
new type of society, 'post-Industrialism', which distinguishes the present sharply 
from the past There is no novel, 'post-industrial' society: the growth of 
service occupations and associated developments highlight the continuities of the 
present with the past" (Webster, 1995: 59- 60). 
Manuel Casteils published a three volume study, 'The Information Age' 
between 1996 and 1998 which is a magnum opus. He has been recognised as the 
most influential and the leading living thinker on the features of Information 
Society. His core argument is that the information age' announces 'a new society' 
which has been brought in being by the development of networks (enabled by 
ICTs) and which gives priority to information flows (Casteils, 2000c: 693). He 
does not straightforwardly suggest the arrival of an 'information society'. In his 
view all societies have used information, and hence the term "information society' 
is of little analytical value with regard to the distinctiveness of the present era 
(Casteils, 2000d: 21). Casteils abandoned the notion of 'information society', 
which he has himself used sometimes, as unspecific and misleading. Casteils has 
come to refer to the 'network society' as the most accurate conceptualisation of 
the present epoch. The new society is centred around micro- electronics based, 
information and communication technologies which make it a network society. 
This network society is characterized by three fundamental features. 
In an article, entitled 'Materials for An Exploratory Theory of the Network 
Society' published in The British Journal of Sociology, Manuel Casteils (2000: 
p. 10) gives the following features of'network society': 
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• First, it is informational, that is, the capacity of generating knowledge and 
processing/ managing information determine the productivity and 
competitiveness of all kinds of economic units, be they firms, regions, or 
countries. 
• Second, this new society is global in the precise sense that its core, 
strategic activities have the capacity to work as a unit on a planetary scale 
in real time or chosen time. 
• Third, the new society is networked. At the heart of the connectivity of the 
global society and of the flexibility of informational production, there is a 
new form of economic organization, the network enterprise. Large 
corporations are internally de-centralized as networks. Small and medium 
businesses are connected in networks. 
Castells thinks that these features of a network society truly mark a break 
with the past and a new form of society. He argues that "we are undergoing a 
transformation towards an 'Information Age', the chief characteristic of which is 
the spread of networks linking people, institutions and countries. With information 
flows becoming central to the organization of today's society, disparate and far-
flung places can become 'integrated in international networks that link up their 
most dynamic sectors'" (Castells, 1996: 381). 
Frank Webster criticizes Manuel Castells for regarding these network flows 
as bringing about a fundamental change in society. He gives importance to the 
continuities from the past and does not think that the network society is a new 
form of society. Webster's (1995) starting point is the consensus among thinkers 
about the importance of information in contemporary world. However, he says 
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that there is little agreement in the literature about its significance in affecting 
social relationships. There are some thinkers who believe that technology is a 
decisive agent in society for bringing about change. This is technological 
determinism which tends to dominate much of the consideration of the 
significance of information for bringing about change in social relationships. In 
this view technology is regarded as being independent of social relationships, 
though it has great social significance. Webster criticizes this view by arguing that 
it can not be said that '....technologies are at once the motor of change and 
simultaneously untouched by social relations' (Webster, 1995: 44). Thus, Webster 
gives importance to the continuity in social relationships without any break with 
the past. He does not regard information society to be a new form of society. 
In India, the policies of the Government of India have resulted in the rapid 
development of Information Technology (IT) industry which comprises 
Information Technology Services (ITS) and Information Technology Enabled 
Services (ITES). All the jobs in Information Technology Service (ITS) sector 
are technical jobs and have limited employment opportunities. The second sector 
is called the Information Technology Enabled Services (ITES) sector consisting 
of low end jobs which are related to processes that can be enabled with 
information technology. ITES is a part of the outsourcing industry which is also 
called Business Process Outsourcing (BPO). All the jobs in the ITES-BPO sector 
require limited skills in English speaking and so there is employment available on 
a large scale in it. The increasing job opportunities in the information technology 
enabled services (ITES) sector have been one of the important changes in recent 
years. The ITES-BPO industry is the largest employer in the organized private 
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service sector in the country with approximately 1.6 million people employed in 
2006-07. India's booming ITES-BPO industry is a favourite employer for women, 
with their percentage in the workforce set to rise from the current 30 per cent to 45 
per cent in year 2010 (NASSCOM, 2007). The growing trend in the number of 
women employed indicates that not only does the industry offer equal opportunity 
to women but also has in place proactive and sensitive mechanisms which counter 
the common causes that discourage women from pursuing employment in the 
corporate sector. The large number of women employed in the ITES-BPO sector 
and the attractive environment which it provides for their employment makes it 
suitable for a study of the impact of information technology on women's 
empowerment in India. The call centres are the characteristic institutions of ITES-
BPO sector and represent distant and /or external sites of companies for answering 
business queries of the customers. There are a large no of call centres in Delhi and 
this study is focused on the women working in one of these call centres selected 
for the study. There were 1200 employees working in this call centre in the 
various shifts and women constituted about 600 of this work force. This is a study 
of the impact of development of information technology on the empowerment of 
women working in the ITES- BPO sector in Delhi. 
Empowerment of women and other marginalized sections is now a slogan in 
the development literature particularly in the context of women. A group moves 
from a condition of relative powerlessness to relative power through the 
empowerment process. The view is that women should be empowered and they 
should be given the chance to bring about a change in power relations. 
Empowerment is used for groups which are powerless such as women to signify 
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not only a change in power relations so that there is more equality but also the 
ability or capacity to challenge the structure of male domination or patriarchy by 
participating in decision- making. This concept of empowerment has emerged 
recently in discourse on women and other weaker sections in India. 
The economic participation of women, particularly outside the home, is often 
posited as a crucial enabling factor for the empowerment of women. Information 
technology (IT) presents unique opportunity for the economic participation of 
women and their empowerment. The employment of women in the ITES- BPO 
sector is better paying than other sectors of economy for women with limited 
skills. 'Minimum wages in India is just over Rs. 1.000 per month: in the ITES-
BPO sector, however, monthly wages range from Rs. 5,000 to Rs. 15,000 per 
month' (Kelkar, et al. 2002: 69). It is estimated that women constitute 35 per cent 
of the total IT workforce, which is higher than their participation in the national 
economy as a whole now at 25.6 percent (Census of India, 2001; NASSCOM, 
2008). Better pay and more employment for women in ITES- BPO sector show the 
potential of this sector for women's empowerment. 
There are two perspectives among sociologists about the significance of 
Information Technology (IT) for social relationships. According to first 
perspective, technology is the decisive agent for bringing about change in social 
relationships & regards the 'information society' as the new form of society. 
According to this perspective, Information Technology opens up new avenues of 
economic participation of women leading to their empowerment so that they can 
negotiate for greater equality with men in the family, community and work place. 
According to the second perspective, technology is not independent of social 
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relationships and information society is not a new form of society but there is 
continuity in social relationships without a break with the past. According to this 
perspective, this possible empowerment of women is circumscribed by existing 
values, cultures & institutions and so Information Technology may not neutralize 
the inequality between men & women but may reproduce it. This is because 
women are embedded in a patriarchal context and so Information Technology may 
not lead to the empowerment of women. It is necessary to evaluate these two 
perspectives on the impact of information technology development on the 
empowerment of women working in the ITES-BPO sector. The intensive 
study of the selected cases of thirty two (32) women working in ITES-BPO sector 
in Delhi was conducted during the period w.e.f September 2007 to December 
2007 by in-depth interviews using semi-structured interview schedule & non-
participant observation. This is an exploratoiy study of the empowerment of 
women working in the ITES-BPO sector on the basis of the experiences of these 
women. This is an area hitherto unexplored by sociologists in India and so such a 
study give insights that may be used for a more extensive study. The study has the 
following objectives in order to understand the impact of ITES-BPO sector on the 
situation of women and extent of women's empowerment: 
1. Studying the social, economic and educational background of women 
employed in ITES-BPO sector in Delhi. 
2. Studying women's evaluation of their job to indicate their empowerment as 
a result of their employment in ITES- BPO sector. 
15 
3. Studying the change in women's life to indicate women's empowerment in 
the family and workplace as a result of the employment in ITES- BPO 
sector. 
4. Studying the change in women's role, freedom of movement and freedom 
to take decisions to indicate women's empowerment in the family and 
workplace as a result of their employment in ITES- BPO sector. 
5. Studying the change in the attitudes of family members, co-workers and 
management towards women to indicate women's empowerment in the 
femily and workplace as a result of their employment in ITES- BPO sector. 
This thesis has been divided into seven chapters and a concluding chapter. 
The first chapter is introduction which is concerned with the definitions and the 
theories of'Information Technology'. The second chapter reviews the literature on 
"Information Technology' concerning its historical development and its growth in 
India. The third chapter is concerned with the policies of the Government of India 
and that of Delhi Government and the impact of these policies on two sectors, viz, 
Information Technology Services (ITS) and Information Technology Enabled 
Services (ITES) also called Business Process Outsourcing (BPO), which have led 
to the rapid growth of ITES-BPO sector including the reasons for its rapid growth 
in the last two decades. The fourth chapter is the review of literature on the 
concept of women's empowerment and the impact of Information Technology on 
women's empowerment in India. The fifth chapter is concerned with Delhi as the 
field setting of the study which gives reasons for selecting Delhi as the universe 
of the study and the research design for the study. The sixth chapter is concerned 
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with the 32 case studies of women working in the ITES-BPO sector in Delhi based 
on their experiences and perceptions using semi-structured interview schedule & 
non- participant observation. The seventh chapter is an analysis and interpretation 
of the 32 case studies of women working in ITES-BPO sector in Delhi and it is 
followed by a concluding chapter which evaluates the extent of empowerment of 
these women. 
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Cticipter- 2 
Information Tecfinolbgy 
(Development: 
History Q3^ Qrowtfi 
in India 
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2 1 Historical Development of Information 
Technology (IT) 
This chapter reviews the literature on information technology concerning its 
historical development, the reasons and its growth in India. The chapter also 
discusses the trends from 'body- shopping' to the establishment of 'outsourcing 
firms' (ITES- BPO firms) off-shore in India which have long capitalised on 
India's enormous pool of English speakers, taking advantage of the ready 
availability of talented, high quality, low cost software professionals. 
Information Technology (IT) has been developing rapidly over the last few 
decades. It is only recently that the term has been used as a collective term for the 
whole spectrum of technologies providing the ways & means to acquire, store, 
transmit, retrieve and process information, but all this reflects the view that an 
essentially evolutionary development has passed a historically important 
threshold. The nature of this evolution has gone from simple recording and 
copying to temporary mapping and matching of information to associative 
memories and abstract information handling, finally to what we refer to as 
creativity. These remarks set the historical stage needed for the combining of 
information science with information technology and the new developments that 
have taken place in the last three decades. Information Technology (IT) is based 
on advances in micro- electronics which make it possible to store and process 
large quantities of information at low cost and very little time, while related 
developments in tele- communications have provided methods for conveying 
information in large quantities at speeds over distances which have changed our 
lives in many important ways. It may be emphasised that the new technology 
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eliminated distance as a barrier to the transfer if information 
(Satyanarayana 1996: 65-66). 
Information technology (IT) emerged with the first ever use of the computer. 
A simple device for performing arithmetic calculations was the 'slide rule'; an 
analogue computer based on mechanical architecture was invented in early 1600s 
by William Oughtred, an English clergyman. This was a breakthrough as most of 
the modern computers later used the same basic principle used by the slide rule. 
The 'Pascaline', one of the first advanced mechanical computers was invented by 
Blaise Pascal (1623- 62) in the mid- 1600s (around 1642). Gottfried Wiiheim Von 
Leibnitz (1646-1716), a German mathematician and philosopher developed a 
mechanical computer called "Leibnitz Machine' in the late 1600s. The modern 
mechanical computer was conceived in 1822 by Charles Babbage (1792-1871) an 
eccentric English mathematician. This essentially encompassed the modern day 
concept of storage, a mill and a punch card. This technique was also adopted in the 
textile industry by Joseph Marie Jacquard in early 1800s, wherein he essentially 
used punch cards, binary logic and real time programming software (Kumar, 2003: 
14). 
Then came the electromechanical age in, 1840s up to 1940, with the 
discovery of different ways to harness electricity and the information was 
converted in to electric impulses. This led to the beginning of telecommunication 
and telegraphy in late 1800s. Morse code was developed in 1835 by Samuel 
Morse. Alexander Graham Bell invented telephone in 1876. And this was 
followed by discovery that electrical waves travel through space and can produce 
an effect far from the point at which they originated. These two events led to the 
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invention of the radio by Gugiielmo Marconi in 1894. The first electro-
mechanical computer was invented by Herman Hollerith (1860- 1929) in 1880 and 
they were marketed under the logo of International Business Machines (IBM). In 
January 1942, Howard Aiken, a research student at Harward University built the 
first generation modern computer named "Mark-1'. It was 8 feet tall, 51 feet long, 
2 feet wide, weighed 5 tones and employed 7,50,000 components 
(http://www.tcfua.edu/AZ/lTHistory outline.htm). 
The period from 1940s up to the present is marked as the 'electronic age'. 
The electronic vacuum tubes were first emerged in early 1940s. This emergence of 
electronic vacuum tubes saw the first high speed, general purpose- computer 
called by the inventers as 'Electronic Numerical Integrator and computer' 
(ENIAC) in 1946. 'ENIAC used vacuum tubes (not mechanical devices) to do its 
calculations and hence it was called first electronic computer. The developers of 
"ENIAC, John W. Mauchly, was a Physicist and J. Prosper Eckert, an electrical 
engineer in the Moore School of Electrical Engineering at the University of 
Pennsylvania. 'ENIAC was funded by the US Army. But 'ENIAC did not store 
its programmes (i.e. its set of instructions). During the same time Mauchly and 
Eckert began designing of the "Electronic Discreet Variable Computer' (EDVAC). 
By this time, the Britishers also started catching up with the Americans and Max 
Newman heated up the effort at Manchester University where the 'Manchester 
Mark 1' went into operation in June 1948- becoming the first stored- program 
computer. Maurice Wilkes, a British Scientist at Cambridge University, completed 
the designing of EDSAC (Electronic Delay Storage Automatic Calculator) in 
1949. Thus EDSAC became the first stored- program computer in general use (i.e., 
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not a prototype). The first general purpose computer for commercial use was 
designed in the late 1940s by Eckert and Mauchly and christened as UNIVAC 
(Universal Automatic Computer). Before UNIVAC, however, a machine called 
LEO (Lyon Electronic Office) had already gone commercial (Harman, 1971: 6). 
The next 50 years brought metaphors in the computing technology. The 
period is divided into four generations. The 'first generation' (1951 - 1958) of 
digital computing was in the era of 1950s when the vacuum tubes were the main 
logic elements and the data was stored externally as punch cards and internally as 
rotating magnetic drums. The programs were written in assembly language and 
required compilers to transform them to the machine language. That was the first 
time when the term 'software' was evolved. However, the revolution in the 
computer technology came with the advent of Solid State Electronics in the late 
1950s. This was called 'second generation' (1959- 1963) and was developed in 
the 1960s. In this era, the vacuum tubes were replaced by transistors. AT & T and 
Bell Labs pioneered this concept. In these devices magnetic tapes and discs 
replaced the external storage media. Magnetic cores with polarized faces strung on 
wire within a computer became the first internal storage device. This period also 
saw the development of high level languages (high level languages are more user 
friendly) like COBOL (Common Business Oriented Language) and FORTRAN 
(FORmula TRANslation). The "third generation' (1964- 1979) started in the mid-
1960s and went up to mid- 1970s, during which the individual transistors were 
replaced by Integrated Circuits or ICs. The Metal Oxide Semiconductors (MOS). 
like integrated circuits, became the core memory providers for the computer. It 
was the first time when Operating Systems or 'OS' term was evolved. It was 
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during this time that a UNIX operating system came into existence. The 'fourth 
generation' (1979- Present) or better Renown as the present generation started in the 
mid- 1970s when many integrated circuits were bunched together into a small unit 
called 'microprocessor'. These microchips contained memory, logic and control 
circuit and the entire unit was called Central Processing Unit (CPU). The first 
desktop computer was launched in 1977 by Apple Computers and was called 
"Apple- r . It had a random access memory (RAM) of 16K and was priced 
approximately $ 1200. The first IBM personal computer was launched in 1981 
with "Microsoft- Disk Operating System' (MS- DOS) as the operating system. 
Graphical User Interface (GUI) came in the late 1970s with UNIX and DIGITAL 
VAX running their X Windows. In the personal computers (PCs), GUI was started 
by Apple computers in 1984 with their MAC OS. First MS- Windows Operating 
System debuted in 1983 but was only taken off as WINDOWS 3.1 in 1990. The 
revolutionary technologies in the mid- 1990s made computers powerful and in 
coming years, its commercial application was exploited besides computations. 
Similar applications in communication and information dissipation led to the term 
'Internet'. By mid- 1990s, the 'Internet' connected millions of computers 
throughout the world. Many commercial networks and data services also provided 
at least indirect connections to Internet. The original services of Internet were 
electronic mail (e- mail), file transfer protocol (ftp) and remote computer access 
(telnet). The 'world wide web' (www) which enables simple and intuitive 
navigation of Internet sites through a graphical interface, expanded dramatically 
during the late 1990s to become the most popular component of the Internet, thus 
providing a platform for the fiow of a vast knowledge base. During this period the 
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word 'IT' was coined. Now the word IT works more or less in concurrence with 
the software running on the computers. In the early days of computers, softwares 
were written in order to do some complicated mathematical calculations, but now 
the major segment of software sector is devoted to the information technology (IT) 
[Kumar, 2003: 15; Laudon et al. 1996; Iyer, 2001]. 
Since their advent in the late forties, electronic computers have had a 
revolutionary impact on almost all sectors of human endeavour. Initially used 
primarily for defence applications, the fifties witnessed growing usages of 
computers in commercial enterprises for payroll and accounting applications 
activities that had so far been done using human resources. Computers in India are 
a relatively recent phenomenon. The first digital computer was installed in 1956 at 
the Indian Statistical Institute, Calcutta. It was a Hollerith Electronic Computer, 
HEC- 2M, brought from England. Initially it handled a number of scientific 
problems from all across the country including trajectory analysis for artillery 
cannons for the defence. It was in fact, the first computer brought to Asia, outside 
of Japan. In 1958, ISI installed the URAL digital computer brought from Russia 
with a grant from United Nations Technical Assistance Board (UNTAB). Both 
HEC- 2M and URAL were used by ISI till 1964 when IBM installed the 1401 
(GOI,2007:32). 
The first commercial computer was installed at Esso Standard Eastern Inc.. 
Bombay in 1961. During the next three years, 14 computers were installed, of 
which 12 were in research and development organizations. The subsequent years 
saw an annual doubling of total number of computer installations, and the newer 
ones were predominantly in commercial enterprises. In 1962 the Defence Ministry 
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set up a computer centre under Major General Balasubramanian from the Army 
Services Crops; he was also appointed technical secretary of the Advisory Group 
on Computers in Defence, in 1963 under the guidance of the eminent economist. 
John K Galbraith, IIT- Kanpur became the first institute in India to start computer 
science education on an IBM 1620 system, then a novelty even in many North 
American and European Universities. Following the Chinese war, the Government 
felt the need for a strong indigenous electronics base for security and national 
development (Gupta, 1986: 89- 90). 
In 1965, 10 Honeywell Computers installed at the Department of Statistics, 
Cabinet Secretariat. The computing started in IIT Bombay in 1967 with the arrival 
of the Minsk II computer. Prof J.R. Isaac spearheaded the initial efforts in setting 
up the computer centre assisted by five faculty members. In 1969, IBM 1401 
computer was installed at Planning Commission under a grant from Ford 
Foundation. In the same year, the number of computers installed in India crossed 
100 (Gupta, 1986:91). 
On the developmental side, the first indigenous computer, ISIJU, was 
fabricated jointly by the Indian Statistical Institute and the Jadavpur University in 
July 1964. India is among the first ten countries to develop computers 
indigenously. In 1976, the youngest head in DCM DP's history, Shiv Nadar quit 
and with six other friends started Microcomp with a capital base of Rs. 1.75 lakh. 
The company was rechristened Hindustan Computers Limited (HCL) and history 
was made (GOI, 2007: 33). 
In Information Technology (IT), the state was the main producer of products 
and services. Its strategy was to create 'national champion' state owned enterprises 
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(Sridharan, 1996). These were granted monopolies. The creation of national 
champions resulted, not surprisingly, in championship- scale failure. It created no 
output of any i'gnitlcance, crowceG o^: ..; :.;:vate sector and produced a labour 
force of dubious quality. The key protectionist policy was the Foreign Exchange 
Regulation Act of 1973 (FERA- 1973). Under FERA- 1973, a foreign firm could 
operate in India only with a minority interest (foreign ownership was restricted to 
a maximum of 40 %). Many foreign firms closed their Indian operations, including 
firms as diverse as Coca Cola and IBM, citing concerns about the protection of 
intellectual property. FERA- 1973 thus closed the door to product software 
development in India by Trans- National Corporations (TNCs). According to 
many, the first era of Indian IT history came to an end with the departure of IBM 
in June 1, 1978 (Dossani, 2005: 14). 
While the initial thrust into the computer software era was provided by 
foreign computer vendors. The state remained hostile to the software industry 
through the 1970s. Import tariffs were high (135 % on hardware and 100 % on 
software) and software was not considered an 'industry', so that exporters were 
ineligible for bank finance. These protectionist policies favoured established firms 
with conglomerates interests and access to finance over small firms. While 
protection led to labour exports, it slowed the inflow of new skills in to India 
(Heeks, 1996:68). 
The early history of software development in India, which predates the 
existence of anything that might be called a software industry, is intimately linked 
to the development of the Indian hardware industry. In the early years of the 
computer industry, software and hardware were bundled together as a single 
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package. Software- no doubt due to its intangibility- was viewed as a secondary or 
peripheral product and was given away for free. As early as the 1960s, however, 
software development and maintenance costs were beginning to exceed hardware 
costs. It was thus becoming obvious that computer hardware was, in many ways, 
secondary to the software that allowed it to run. In the late 1960s, IBM became the 
first company to realise that software could be a revenue stream in itself. It, 
therefore unbundled hardware from software, and began to market and sell each 
separately. The software industry was born (Greenspan, 2004: 83). 
The Indian software industry was originated under untypical conditions. 
Local markets were absent and government policy towards private enterprise was 
hostile. These conditions influenced the industry's origins. The domestic and 
Trans- national firms jointly discovered an innovative solution. Since software 
development could not come to India, Indian programmers were sent to developed 
countries. In the early 1970s, American firms looked offshore for cheaper ways to 
develop software products. India was the obvious choice given the widespread 
knowledge of English and relatively low costs of programmers. The implantation 
of a technically sophisticated industry like software into a less- developed host 
country has typically been explained by the access of trans- national corporations 
to local resources facilitated by policy reform (often after efforts to create industry 
through protectionist policies have failed). The Indian IT industry was quick to 
realize this, and - breaking with the protectionist attitudes that surrounded them-
pushed hard from the beginning to enter the global sphere. In the early 1970s 
Indian companies, intent on capitalizing on the labour gap in the West, began to 
send their technical staff to work on particular projects overseas- usually to 
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America. This practice came to be known as 'body- shopping' (Greenspan, 2004: 
84). 
Body- shopping was an early attempt at globalizing IT labour. It consisted of 
tilling specific openings by hiring programmers- or 'bodies' - on a contract basis 
to come to work on- site for a limited period of time. The programmers were 
generally given temporary work visas and when their contract was up they were 
either assigned elsewhere, on a new contract, or returned to India. This practice 
soon became so widespread that a whole industry grew up around it, with hosts of 
businesses set up to facilitate this kind of contract hiring, connecting Indian 
programmers with projects in America. In a report entitled 'Linking up with the 
Global Economy: A Case Study of Bangalore Software Industry'. Asma Lateef 
writes that "by 1990 over 95 per cent of Indian software companies were involved 
in body- shopping activities and of the 3000 programmers who were working in 
the software export sector, the majority were on assignment abroad' (Lateef, 2004: 
8). 
While successful, body- shopping - as the semi - seedy undertow to its name 
implies - is a highly unstable system. There is no commitment from either the 
employer, who is only ever hiring on a short term basis, or the employee, who is 
always on the look out for a better deal. Moreover, body- shopping does nothing to 
upgrade the skills of the programmers and therefore, offers no possible career path 
(Greenspan, 2004: 85). 
Nevertheless, many maintain that body- shopping was a 'necessary first step 
for the Indian software industry. First, because the 'exposure that the Indian 
software technicians received through body- shopping activities helped to 
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establish India's reputation in the United States'. Second, and even more 
importantly, body- shopping gave Indian software engineers access to technology 
and business practices that were not available at home. 'When it was difficult and 
expensive to import the latest hardware and software', the opportunity to travel 
abroad was the only way that many of the Indian programmers and engineers were 
able to use and understand these advancements' (Greenspan, 2004: 86). 
As the industry matured and the globalization became more established, the 
reputation of Indian programmers grew. Significant advances in 
telecommunications technology coupled with companies' increasing willingness 
to internationalize led, in the 1980s, to a new phase in the Indian IT industry. 
Body- shopping began to be replaced with offshore development. Rather than 
hiring programmers to come to them, global companies began to set up export-
oriented development centres close to the programmers themselves. For most 
companies this eventually meant India (Greenspan, 2004: 87). 
The industry was begun by Bombay- based conglomerates which entered the 
business by supplying global software firms, located overseas with programmers. 
Their success owed to the innovative exploitation of a new global market 
opportunity & protection from Trans- National Corporations (TNCs). In economic 
terms, the effect was the same as the more typical protectionist policy. The 
protected environment restricted the growth of project management and domain 
skills so that, despite access to a large pool of programmers, the industry could not 
grow in value- addition. A decade later, main- frame- based programming and 
manufacturer- specific operating systems & languages gave way to workstation-
based programming & standard operating systems & high level languages. These 
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changes modularized the programming function, i.e. programming could 
henceforth be done independently of the hardware platform and form the other 
functions of creating software such as system design. This along with policy 
reforms that reduced costs of imported hardware and software caused the Indian 
software industry to shift from supplying programmers to supplying software 
programs. As work moved to India, the infrastructural costs increased as a 
proportion to the total costs. This caused the industry to relocate from Bombay to 
Bangalore (Dossani, 2005: 14). 
The first 100 per cent foreign owned, export- oriented, offshore software 
company to set up in India was Citibank, which in 1985 established Citicorp 
Overseas Ltd. in the Santa Cruz Electronics Export Processing Zone (SEEPZ) in 
the suburbs of Mumbai. It was Texas Instruments (TI), which set up in Bangalore 
in 1986, that is usually credited with the pioneering role. Texas Instruments started 
a revolution in offshore software development. Soon after these initial companies-
Citibank, Texas Instruments (TI) and Hewlett Packard (HP) [in 1989] - set up 
shop, almost all Multi- National Corporations (MNCs) in the IT business quickly 
followed suit. By the turn of the millennium more than '185 Fortune 500 
companies'- that is, two out of every five global giants- was outsourcing some of 
their IT requirements to India. Today, practically every software company in the 
world, including Microsoft, Oracle, Sun and Abode, have established the offshore 
software development centres in India, taking advantage of the ready availability 
of talented, high quality, low cost software professionals (Greenspan, 2004: 87). 
The Indian IT industry was not only driven by these powerful MNCs. It has 
also been continuously shaped by a number of local companies that contribute 
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substantially to the trans- national production of digital technology. The biggest 
and most well- established of these domestic enterprises is Tata Consultancy 
Services (TCS). TCS is a part of Tata Group, a ubiquitous name in India, which 
consist of over 80 companies generating over US $ 11 billion annually 
(http://www.tcs.com). 
TCS was founded as early as 1968 as a software export company, and played 
a leading role in everything from 'body- shopping' to off-shore development. TCS 
gained its first International client in 1971, and has since grown to be Asia's 
largest Software and Services Company and the second fastest growing 
consultancy company in the world. It now operates in over 56 countries, with over 
100 branches globally. Another of India's traditional companies that has 
transformed itself into an IT powerhouse is Wipro. Wipro started out as a trading 
company, but gained success by selling cooking oil in the early days of Indian 
independence. When IBM was kicked out of India in 1977, however, the company 
sensed an opportunity in information technology (IT). IBM left a lot of machines 
inside India that needed maintaining, and digital technology- despite the fate of 
Big Blue- was already growing fast. In the 1980s Wipro decided to move into the 
computer business and began to manufacture hardware. Yet, as early as 1983 the 
company started to shift its concentration to software. In these initial years, Wipro-
like everyone else in the country- operated with an import substitution mind set 
focussing on creating Indian versions of the software sold abroad 
(Kattuman and Bhattacharjee, 2002: 281; http://www.wipro.com). 
What distinguished Information Technology (IT) from other industries in 
India, however, was that it spawned a host of first- generation companies, which 
31 
belonged to a new entrepreneurial wave that was- for the first time- able to 
compete with old money and family ties. By far the most famous of these was 
Infosys. In 1981, NR Narayana Murthy, a software professional working with 
Patni Computer Systems in Bombay, launched a data centre called Infosys in.a 
Pune garage with six friends for Rs. 10,000 (US $ 250) that they had borrowed 
from their wives. The first years were difficult, since Infosys was operating within 
the context of the licence Raj. It took a year to get a phone line, and importing a 
US $ 15000 computer required fifteen trips to New Delhi to ask for permission. 
But, according to Mr. Murthy, a former leftist who is now a passionate advocate of 
free enterprise, the company was given a second birth in 1991. Today Infosys has 
grown to become India's largest publicly traded software service exporter. It is the 
company with the largest market capitalization in the country and has been rated 
the ?"' best software services companies in the world (Greenspan, 2004: 88). 
By the late 1990s the software industry in India was already firmly 
established. It crossed the US billion dollar mark in 1997. In that same year the 
industry was catapulted in to hyper growth when it began doubling every year. 
The catalyst was the computer bug known as Y2K. As early as 1997 it was clear 
that Y2K was a catastrophe because it threatened to shutdown planetary networks, 
erase large chunks of data and severely disrupt the technological system on which 
contemporary civilization depends. This costly catastrophe in Europe and America 
created an immense boom in India's burgeoning software industry. The Y2K scare 
created more software programming than any company could handle in- house. 
This was coupled with the severe shortage of software expertise in developed 
countries, particularly in what is seen as the routine and mundane task of 
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programming. For these reasons, the year 2000 project had to rely heavily on 
offshore work. Appealing directly to India's greatest asset, its numbers, Y2K 
allowed the country's IT industry to capitalize on the world- wide need for 
thousands of programmers capable of scanning billions of lines of code, hunting 
down and converting the faulty date. Indian companies ended up taking 'a lion's 
share of Y2K work (roughly US $ 2 billion worth of work from 1996 to 1999)', 
enabling them to widen their customer base and 'helping to cement their 
reputation for delivering good work, cheap' (Bentsen and field, 2000: 174). Most 
Indian firms began with the maintenance of legacy systems and moved to lower 
end software development services including low- level design and coding of 
software components. The firms established in the late 1990s, however, entered 
into the niche markets for specialized services and product development. 
(Sawhney, 2005: 70). 
At the dawn of twenty- first century, India is a dynamic nation transformed 
by the process of liberalization. It is throwing open avenues, encouraging foreign 
and domestic investment, allowing the establishment of industries that were until 
now protected; offering a world of natural resources for utilization; and creating 
great potential for both domestic and international enterprise (Naidu, 2003: 119). 
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2 2 Reasons for the Development of Information 
Technology (IT) in India 
The factors which are responsible for the development of IT sector in India 
are as follows:-
1. Low- cost technically skilled labour; 
2. Early bird advantage /or early entrant advantage; 
3. Government Support; 
4. Access to technology from foreign countries; 
5. Organizational skills; 
6. Adjustment to global market trends; 
7. Entrepreneurial dynamism; 
8. Established Relationships; 
9. English speaking Educated labour force; and 
10. Cultural Factors. 
1. Low- Cost Technically Skilled Labour: 
The availability of relatively cheap software programmers, technicians and 
engineers in India is perhaps the most important factor supporting the 
development of the IT export industry. In 2002, according to NASSCOM, the 
average annual cost per employees in India was about US $ 5,800 which was 
supported by high quality engineers and a 10- year track record in project 
management skills. This cost advantage, however, is not unique in India, and other 
developing countries like China and Philippines offer serious competition in this 
regard. Other close competitors to India in terms of labour costs are Russia and the 
Czech Republic, with per employee costs of US $ 6000 and $ 6400, respectively. 
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The pool of employees trained at the diploma, undergraduate and post- graduate 
level come from more than 200 Universities (over 900 colleges). In the year 2000, 
there were about 130000 such trained people at the degree/ diploma level, 
including those from several IITs, graduates from polytechnics and other colleges 
(Sawhney, 2005:72). 
2. Early bird advantage: 
Perhaps the most significant aspect of the development of the Indian 
software service export industry is its timing. The emergence of the Indian 
software enterprises in the 1980s seems to be the biggest advantage to India. At 
the same time the shortage of skilled programmers and IT professionals had just 
begun to emerge, especially in the USA. The early bird advantage is especially 
important in view of the increasing restrictions on outsourcing of projects in 
developing countries like the USA. For the greater part of 1990s, the Indian 
software service providers found it reasonably easy to provide onsite services for 
clients in these countries. Currently, however, stringency in labour laws and visa 
restrictions for Foreign Service providers in the industrialized countries has 
limited the scope of this kind of work. This makes off- site work and quality 
assurance of long- distance provision of service all the more important (Sawhney, 
2005: 73). 
The low- capital investment required in establishing software services firms 
also played a role in attracting a large number of entrepreneurs. Moreover, the on-
site services provided abroad by the domestic firms helped a large number of start-
up companies to find long term projects (Krishna et al., 2000: 182). This path of 
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development of the Indian firms is somewhat unique, since the scope of initial 
growth through onsite- service provision is now constrained. 
3. Government Support: 
The liberalization policy undertaken by the Indian Government since the 
mid- 1980s, and more prominently beginning in 1991, has worked well for the 
Indian IT sector since the domestic intellectual capital was waiting to be tapped at 
a competitive cost in the world market. The initial growth of Indian software 
export industry, however, occurred largely without any government aid, and it was 
only later in the 1990s when the industry began to make strides in the international 
market the government began to support the development through tax benefits and 
software export park development. Some analysts have termed the role of the 
government in the growth of software industry as a mixture of 'benign neglect and 
active encouragement' (Arora et al., 2001: 1267). 
While the government initially did not push the software industry to grow, it 
did simplify the administrative processes for obtaining the numerous clearances 
and permits for operating a software firm. In particular, in 1990, the Ministry of 
Communications and Information Technology formulated the scheme of software 
technology parks (STPs) to promote and facilitate the software exports. The 
scheme offered fiscal incentives (tax breaks) and the STPs were provided with 
state- of- the- art infrastructure facilities to encourage the investment in this 
segment. This is important especially since Infrastructure, in terms of power and 
communication lines, is otherwise poor in a developing country like India. The IT 
Bill in 2000 provided a legal framework for the recognition of electronic contracts, 
prevention of computer crimes, electronic filing and documents. The government 
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has thus provided both infrastructure and institutional support for the development 
of the software services export industry in India (Sawhney, 2005: 75). 
4. Access to technology: 
In the decades of the 1970s and the 1980s, access to technology in India was 
a limited factor in the growth of IT industry, which is characterized by rapid 
technological changes. During the 1990s, the liberalization and deregulation 
derive in India made access to foreign technology easier and now the availability 
of technology is helping the development of off- site services (Sawhney, 2005: 
76). 
5. Organizational Skills: 
The organization structure of the Indian software services firms is considered 
to be innovative and adaptive to global market demands, and thus comparable to 
some of the best international companies. This characteristic of the industry is in 
sharp contrast to the traditional Indian businesses, and can be attributed to the 
exposure that software professionals obtained through their service provision 
abroad. In other words, the on- site work certainly seems to have had a positive 
spill over in developing a world-class organizational structure among the Indian 
firms (Krishna et al., 2000: 197). 
6. Adapting to Global Market Trends: 
The Indian software firms have followed the global market trends closely to 
ensure that the development of information technology (IT) might be continued in 
a long run. With competition increasing in the lower- end software services from 
other developing countries, the larger firms are now moving up the value- ladder. 
Although the information technology industry as a whole still largely caters for the 
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lower end of the services, the bigger Indian players including Infosys, Tata 
Cosultancy Services (TCS) and Wipro, have made conscious efforts to get away 
from this low- end and low value service provider image and move towards the 
higher end services. This is especially pronounced in the case of Infosys (the 
second largest Indian computer services firm), which has become rather selective 
in terms of both clients and type of work (Sawhney, 2005: 77). 
7. Entrepreneurial Dynamism: 
The Indian software firms are dynamic with a strong entrepreneurial capacity 
to distinguish themselves in the world market. Entrepreneurial dynamism explains 
the industry's initial growth without any government aid, and the continued 
relentless drive signals high- quality standards in the global market by acquiring 
certifications in the last few years. The firms began to move beyond ISO 9000 
towards software industry- specific quality certifications including software 
Engineering Institute Capability Maturity Model (SIE CMM), Capability Maturity 
Model Integrafion (CMMI) and People Capability Maturity Model (PCMM) and 
so on. Of course the early bird advantage (the established image in the USA and 
Europe) has complemented efforts to differentiate themselves from other 
competitors in the market (Sawhney, 2005: 78). 
8. Established Relationships: 
In a service oriented business, a close relafionship with clients is a valuable 
asset for the service- providing firms, both to ensure future contracts as well as to 
establish a reputation of reliability. In this regard, the Indian firms have 
maintained a long term strategic relationship with their clients in the USA and 
Europe. Indeed, the majority of the export contracts are with old customers. A firm 
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survey indicated that over 93 per cent of the most important export contracts of 
Indian software service exporters involved a company that the firm knew earlier 
(Aroraetal., 2001: 1267). 
9. English Speaking Educated Labour Force: 
The relatively good English language skills of Indian computer 
programmers have played an important role, besides their intellectual skills, in the 
growth of the Indian software services exports industry. Indians continue to have 
the language advantage since English is the pre-dominant mode of instruction in 
the country, compared to other developing countries, which are now emerging as 
the second- tier exporters including Russia, China and the Philippines (Sawhney, 
2005: 79). 
10. Cultural Factors 
Education is considered important among Indians and in particular the 
education system in the country emphasizes Mathematics and Science. This has 
resulted in producing a large number of science and engineering graduates every 
year in the country. Moreover, activities requiring mental skills are regarded as 
more respectable among Indians as opposed to those requiring physical labour. 
The software service industry certainly offered the preferred careers to Indians 
requiring language and logical skills. Analysts have called this 'natural propensity 
of Indians to succeed' in professions demanding mental abilities (Krishna et al, 
2000: 182-97). 
These are some of the aspects which seem to have propelled India towards 
the creation of a dynamic IT sector. Among all these, however, development and 
maintenance of high quality and reliable IT services is viewed as centrally 
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important. This is illustrated by conveying quality certification on the part of 
Indian software companies and their belief that this is absolutely necessary to 
climb the service value ladder. 
2 3 Growth of Information Technology (IT) in India 
India has been quietly but quickly emerging as a leader in the field of 
software engineering & web based services. Because of India's cost effectiveness, 
world class quality, high reliability and rapid delivery, all of it powered by state-
of- the- art technologies, more and more multinational companies are outsourcing 
their software requirements to India to retain their competitive advantage (Naidu, 
2003:120). 
India is considered to be one of the first tier major software exporting 
countries (other two being Ireland and Israel). Thus Indian industry made a modest 
beginning in the mid- 1970s. In the 1980s the industry was still obscure in the 
global market and significance only in the 1990s (NASSCOM, 2002). India is 
emerging as an attractive outsourcing destination to the companies around the 
world in IT. The growth of IT industry, one of the fastest growing industries in the 
country, has been driven by the export of software services. The annual growth 
rate of the IT software and services industry has been consistent by 50 per cent or 
more since 1990 (NASSCOM, 2004). 
The fact that industry is growing faster than the world market shows that 
India is increasing its share of the global market. However, of the total software 
development activities that are internationally subcontracted out, India's market 
share was about 20 per cent in the early 1990s. This suggests that there was a great 
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deal of room for growth and that there was a large market for Indian software 
industry to capture. 
Until the mid- 1970s, Eastern Europe was the main destination of the Indian 
software exports. But that has since changed, with the United States taking over as 
the main export market in the early 1980s with 75 per cent of the Indian software 
exports geared to that market. This was because of the sheer size of the United 
States market for software, which is much larger than any other market, as well as 
the long history of Indian engineers & computer personnel working in the United 
States. Some of them came back to India to set up their own companies but 
maintained their contacts in the United States and were able to use these to 
penetrate the market. Indians who worked for large American IT multinationals 
also played a role in attracting attention to the software development work that 
was being done in India and to the level of skills and expertise (NASSCOM, 2006: 
10). 
During the 1980s, the software exports market started to be more diversified. 
In the late 1980s, the US share of Indian software exports was down to 60 %. In 
1994- 95, the breakdown of markets for India's software exports was as follows, 
58 % of exports went to US, 20 % to Europe, 6 % to South East Asia, 3 % to 
Japan, and 4 % to West Asia. Exports to Australia and New Zealand which had 
been at 10 % in the late 1980s were down to 3 % (Heeks, 1995: 83- 84; 
NASSCOM, 2006: 16). 
Indian software industry was a mere US $ 150 million in 1991- 92. By 1994-
95, the Indian software industry's revenues amounted to about US $ 835 million 
(not including in- house software development). In 1995- 96, the software industry 
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grew by 61 per cent. According to NASSCOM, these rates are substantially higher 
than the global software industry growth rates, which are between 15-18 per cent. 
In fact India was the only country to register software industry growth rates in the 
order of magnitude of between 40- 50 per cent between 1990 and 1995. The 
domestic market has been growing at a CAGR of 38 per cent since 1990- 91, but 
has achieved significantly higher growth rates of 42 per cent in 1993- 94 and 55 
per cent in 1994- 95 (NASSCOM, 1996: 42- 49). 
The industry has grown to a staggering US $ 5.7 billion (including over $ 4 
billion worth of software exports) in 1999- 2000. No other Indian industry has 
performed so well against the global competition. In 2001, India exported software 
and services to nearly 95 countries around the world. The share of North America 
(US and Canada) in India's software exports was about 61 per cent. In 1999- 2000, 
more than a third of Fortune 500 companies outsourced their software 
requirements to India. Indian ITES- BPO sector has more than 80 per cent of the 
Fortune 500 companies either off shoring or evaluating off shoring most of their 
non- strategic processes now. The industry has introduced new service lines such 
as technical help desks, finance and accounting services, engineering services, 
equity research to widen its gamut of services to achieve sustained growth. 
NASSCOM' S survey during 1999- 2000 indicated a reversal in the mode of 
services offered by India. In 1991- 92, off- shore services accounted 5 per cent and 
on- site services 95 per cent of the total exports. However, during 1999- 2000 off-
shore services contributed over 40 per cent of the total exports (NASSCOM, 
2001). 
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In its next round, NASSCOM survey indicated that the IT services 
constituted the largest segment of the Indian industry (about 70 per cent of the 
total export revenue in 2001- 2002). Within IT services, on- site services had been 
the most important component (with Indian Professionals providing services on 
customer site abroad), but the growth in this mode of supply has been overtaken 
by off-shore services. The off- shore services exports registered a growth of 64 per 
cent between 2001 and 2002, while the on- site IT services grew by barely 7 per 
cent during the same period (NASSCOM, 2002). 
Table 2.1: Indian Software Export Growth: 
Year 
1995-96 
1996-97 
1997-98 
1998-99 
1999-00 
2000-01 
2001-02 
2002- 03 
Export Value 
(US $ million) 
747 
1,099 
1,759 
2,626 
4,065 
6,341 
7,174 
9,600 
Year-on-Year 
Annual Growth (%) 
53 
47 
60 
49 
53 
57 
13 
27 
Source: Sawhney (2005: p.71). 
The above table gives the value of software exports for the last seven years 
1995- 96 to 2001- 02 and the corresponding annual growth rates. The total 
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software exports from India have increased from less than US $ 5 milHon in 1980 
to more than 9.6 billion in 2002- 03. In particular, during 1995- 2001, the annual 
growth rate in export earnings was more than 50 per cent. In 2001- 02, the growth 
rate plummeted, mainly due the slowdown in USA, which is the single largest 
importer of Indian software exports. The following Year, in 2002- 03, the exports 
picked up and the growth rate rose to 27 per cent. 
This trend continued till date especially with the increasing restrictions on 
labour movement in the USA and Europe. This increase in off- shore services 
represented a remarkable achievement that Indian software companies have been 
successful in by establishing an image of quality and reliability in the world 
market. By the same token, however, off- shore services provision has increased 
the onus on Indian firms to maintain this reputation. 
Global trade in software and services has entered a new era, with the 
growing and widespread acceptance of the IT-based global delivery model. 
International bandwidth and powerful workflow management IT software and 
services sector today is more easily penetrating into the fabrics of the society than 
ever before. It is now possible to disaggregate any business process, execute the 
sub-processes in multiple centres around the world, and reassemble it, in near -real 
time, at another location. India has already registered its mark on the globe in IT-
BPO sector. The Indian software and services exports Including ITES-BPO are 
estimated at US$ 40.3 billion (Rs. 163,000 crore) in 2007-08, as compared to US$ 
31.4 billion (Rs. 141,000 crore) in fiscal year 2006-07, an increase of 28.3 per cent 
in dollar terms and 15.6 per cent in rupee terms as shown in figure below: 
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Figure 2.1 Indian Software and Services Exports including ITES-BPO 
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Source: Department of Information Technology (DIT), 2008. 
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Though the growth rate is numerically lower than that in the past few years, 
it is worth highlighting that this comes on the back of strong headwinds including 
an impending slowdown and a severe financial sector crisis in the US and a sharp 
appreciation in the value of the Indian Rupee (INR). Further, the absolute value of 
incremental growth (US$ 8.9 billion) in exports are expected to be achieved by the 
industry this year is the highest ever achieved in a single year, in its history. This 
segment will continue to show robust growth in future also. Underlying the 
sustained export growth is a combination of large untapped demand potential, 
rapidly growing adoption and widening scope of the global delivery model (in 
terms of geographies, vertical markets served as well as services offered), and 
India continuing to leverage its fundamental advantages of talent, cost, quality and 
early mover advantage/experience to gamer a disproportionately large share of the 
growth in global sourcing of IT-BPO. Growing at a CAGR of nearly 37% over the 
past four years, BPO is the fastest growing segment of the Indian IT-BPO sector. 
BPO exports from India grew from US$ 3.1 billion in FY 2003-04 to over US$ 8.4 
billion in FY 2006-07. Over the same period, direct employment in Indian BPO 
grew from 216.000 in FY 2003-04 to 553,000 in FY 2006-07. The segment is 
currently growing at about 30 per cent, and is expected to reach US$ 10.9 billion 
FY 2007-08, employing over 704,000 professionals. Indian BPO has undergone 
significant transformation since its inception over a decade ago. Starting out with 
basic data entry tasks, the industry rapidly acquired a reputation as the primary 
low-cost destination for voice-based customer contact/support services, finance 
and accounting, and a range of back-office processing activities. 
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The past few years have seen the scope of these services expanding to 
include increasingly more complex processes involving rule-based decision 
making and research/analytic services requiring informed individual judgment and 
domain/vertical knowledge. The Indian ITES-BPO sector also continues to grow 
from strength to strength, witnessing high levels of activity - both onshore as well 
as offshore. 
Export revenues from ITES-BPO are estimated to grow from US$ 8.4 billion 
(Rs. 37,700 crore) in year 2006-07 to US$ 10.9 billion (Rs. 44,600 crore) in year 
2007-08, a year-on-year growth of over 30% (in dollar terms), 18.3 per cent (in 
Rupees terms). While USA & UK remained the largest export markets (accounting 
for about 61 per cent and 18 per cent respectively, in FY 2006-07), the industry is 
steadily increasing its exposure to other geographies. Exports to Continental 
Europe in particular have witnessed notable gains, growing at a CAGR of more 
than 55 per cent over FY 2004- 2007. Over 600 Multinational companies are 
known to be sourcing product development and engineering services from their 
centres in India. The growing nature of responsibilities and ownership assumed by 
these India -based resources are helping India evolve into a strategic hub for R & 
D. The Indian IT-BPO sector is not just about exports. The domestic market holds 
significant potential. The revenue from the domestic market (IT Services and 
ITES-BPO) is expected to grow to about US$ 11.7 billion (Rs. 47,300 crore) in the 
year 2007-08 as compared to US$ 8.2 billion (Rs. 37,000 crore) in 2006-07 an 
anticipated growth of about 42.7 per cent in dollar terms and 27.8 per cent in rupee 
terms. The Total (IT Industry including computer hardware) size of the Domestic 
market is estimated to be US$ 23.2 billion in 2007-08, a growth of 43 per cent 
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over 2006-07. The overall Indian IT success story has also highlighted India's 
attractiveness as an investment destination. Another key impact of the global 
sourcing model popularized by the growth of IT-ITES has been the reversal of the 
brain drain - as people of Indian origin, as well as young expatriates, now feel 
motivated to work in India itself The phenomenal growth of the Indian IT 
Software & Services and ITES-BPO sector has had a perceptible multiplier effect 
on the Indian economy as a whole. In addition to the direct positive impact on 
national income and employment generation, the sector has spawned the 
mushrooming of several ancillary industries, triggered a rise in direct-tax 
collections and propelled an increase in consumer spending, thanks to the 
significantly higher disposable incomes (DIT: 2008: 2- 4). 
Foreign exchange earnings 
Table 2.2: Export earnings of the IT/ ITES industry (in US $ billion). 
FY 
Export 
Growth 
'98 
1.8 
'99 
2.7 
'00 
4.0 
'01 
6.2 
'02 
7.7 
'03 
9.8 
'04 
13.3 
'05 
18.3 
'06 
24.2 
'07 
13.9 
'08E 
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Source; NASSCOM, 2007. E- Extrapolation 
The above table shows that the IT/ITES industry has clocked an impressive 
growth of 32.6 % in FY 07. Export earnings for FY 08 stood at approximately US 
$ 40.0 billion as compared to US $ 18.3 billion in FY 05 as shown in figure 2.2 
below: 
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Figure 2.2: Export earnings of the IT/ITES industry (US $ billion) 
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Table 2.3: Total Indian IT- ITES Industry Revenue (Domestic + Exports) 
(In US $ billion) 
FY 
Hardware 
IT 
services 
& 
software 
ITES-
BPO 
Total 
2000 
2.4 
5.3 
0.6 
8.2 
2001 
3.4 
7.8 
1.0 
12.2 
2002 
3.2 
8.7 
1.6 
13.4 
2003 
3.4 
9.9 
2.7 
16.1 
2004 
4.8 
12.8 
3.9 
21.5 
2005 
6.0 
16.5 
5.7 
28.2 
CAGR 
20.6 % 
25.7% 
56.4 % 
28.0% 
Source: (NASSCOM, 2005: p. 26) 
The table 2.3 shows that the total revenues earned by the Indian ITES-BPO 
industry grew by 44.4 percent, from US $ 2.7 billion in FY 2002-03 to US $ 3.9 
billion at the end of 2003-04. At the same time, the total revenues earned by IT 
Services & software industry grew by 29.2 per cent, from US $ 9.9 billion in FY 
2002-03 to US $ 12.8 billion at the end of 2003-04. The ITES-BPO industry grew 
at 46.15 per cent and reached US $ 5.7 billion by the end of FY 2004-05 - a 
Compound Annual Growth Rate (CAGR) of 56.4 per cent over 2000-2005. 
Whereas IT Services & Software industry grew at 28.9 per cent and reached US $ 
16.5 billion by the end of FY 2004-05 - a CAGR of 25.7 per cent over 2000-2005; 
as shown in the figure 2.3 below: 
50 
66.40% 
20.60% 
25.70% 
• Hardware 
I IT Services & 
Software 
DITES-BPO 
Figure 2.3: Graph showing the Compound Annual Growth Rate (CAGR) of 
Indian IT- ITES Industry Revenue (Domestic + Exports) [Sector- wise]. 
Further, the Indian software and services exports including ITES-BPO were 
estimated at US $ 40.3 billion in 2007-08, as compared to US $ 31.4 billion in 
2006-07, an increase of 28.3 per cent. The IT services exports were estimated to 
be US $ 23.1 billion in 2007-08 as compared to US $ 18.0 billion in 2006-07, 
showing a growth of 28.7 per cent in 2007-08. Exports revenues from ITES-BPO 
were estimated to grow from US $ 8.4 billion in 2006-07 to US $ 10.9 billion in 
2007-08, a year-on-year growth of over 29.8 per cent (NASSCOM, 2007: 30). 
India's sunshine sector ITES-BPO has continued to maintain its pace of 
development with a dogged determination. As per the NASSCOM estimates, the 
ITES-BPO segment contributes 29 per cent to the total IT software and service 
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export from India. The exports from the sector have grown 48 per cent in 2004-05 
to US $4.6 billion, up from US $ 3.1 billion the year before (NASSCOM, 2005). 
Though the IT-BPO sector is export driven, the domestic market is also 
significant. The revenues from the domestic market (IT services and ITES-BPO) is 
also expected to grow to about US $ 11.6 billion in the year 2007-08 as compare 
to US $ 8.2 billion in 2006-07 a growth of about 42.7 per cent. The total (IT 
industry including hardware) size of the domestic market was expected to cross 
US $ 23.2 billion in 2007-08, as against US $ 16.2 billion in 2006-07, a growth of 
43 per cent year-on-year (YoY). The ITES-BPO demand in domestic market has 
witnessed noticeable growth in the past few years (NASSCOM, 2006). 
Share in national GDP: 
In the last two decades, the Indian IT/ITES industry has contributed 
significantly to Indian economic growth in terms of GDP, foreign exchange 
earnings and employment generation. However, equally significant though not as 
tangible, has been the ripple effect it has created on the general economic 
environment in the national and international economic space. 
The Indian IT/ITES sector's contribution to the country's GDP has been 
steadily increasing over the last few years. As a proportion of national GDP, the 
IT/ITES sector has grown from 1.2 per cent in FY98 to 5.2 per cent in FY07. The 
industry's contribution to the national GDP is estimated to increase from 5.2 per 
cent in 2006- 07 to 5.5 per cent in 2007-08. The industry's contribution to the 
national GDP is estimated to increase from 5.2 per cent in 2006- 07 to 5.5 per cent 
in 2007-08 as shown in the figure 2.4 below: 
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Figure 2.4: Contribution of IT/ITES industry to National GDP (in per cent). 
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Source: NASSCOM Strategic Review 2007, NASSCOM 
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In sum it can be argued that the Indian Information Technology sector has 
shown remarkable resilience in the year 2007. Continuing on its established track 
record, the overall Indian IT-BPO revenue aggregate is expected to grow by over 
33 per cent and reach US$ 64 billion by the end of the current fiscal year 2007-08 
as compared to US$ 48.1 billion in fiscal year 2006-07. Industry performance was 
marked by sustained double-digit revenue growth, steady expansion into newer 
service-lines and increased geographic penetration, and an unprecedented rise in 
investments by Multi-national Corporations (MNCs) - in spite of lingering 
concerns about gaps in talent and infrastructure impacting India's cost 
competitiveness. The Indian software and services exports including ITES-BPO is 
estimated at US$ 40.3 billion in 2007- 08, as compared to US$ 31.4 billion in 
2006- 07, an increase of 28.3 per cent. The IT services exports is estimated to be 
US$ 23.1 billion in 2007- 08 as compared to US$ 18.0 billion in 2006-07, showing 
a growth of 28.7 per cent in 2007- 08. Export revenues from ITES-BPO are 
estimated to grow from US$ 8.4 billion in 2006-07 to US$ 10.9 billion in 2007-08, 
a year-on-year growth of over 29.8 per cent. Underlying the sustained export 
growth is a combination of large untapped demand potential, rapidly growing 
adoption and widening scope of the global delivery model (in terms of 
geographies, vertical markets served s^ well as services offered), and India 
continuing to leverage its fundamental advantages of talent, cost, quality and early 
mover advantage/experience to garner a large share of the growth in global 
sourcing of IT-BPO. The Indian IT-BPO sector has built a strong reputation for its 
high standards of service quality and information security - which has been 
acknowledged globally and has helped enhance buyer confidence. The industry 
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continues its drive to set global benchmarks in qualitmftiW information seci^ 
through a combination of provider and industry-leve^>-Jflffi^jv«§][l^ at 
strengthening the overall frameworks, creating greater awareness and facilitating 
wider adoption of standards and best practices. The Data Security Council of India 
(DSCI) was launched in 2007 to institutionalize efforts to further enhance the 
information security environment in India. High offshore component of delivery 
and superior execution in multi-location delivery continue to be key 
differentiators. Broad-based industry structure; IT led by large Indian firms, BPO 
by a mix of Indian and MNC third-party providers and captives, reflects the depth 
of the supply-base. While the larger players continue to lead growth, gradually 
increasing their share in the industry aggregate; several high-performing Small and 
Medium Enterprises (SMEs) also stand out. Today, India leads the world in terms 
of the number of quality certifications achieved by centres in any single country. 
As of December 2007, over 498 India based centres (both Indian firms as well as 
MNC owned captives) had acquired quality certifications with 85 companies 
certified at Software Engineering Institute (SEI), Carnegie Mellon Capability 
Maturity Model (CMM) Level 5 - higher than any other country. The US and the 
UK remain the key markets for Indian IT-BPO exports (excluding hardware), 
accounfing for nearly 80 per cent of the total exports. This comes as no surprise as 
these two markets account for the largest share of worldwide technology spends. 
The high market share of the US and the UK, in Indian IT-BPO exports, eclipses 
the growth achieved in other markets - across Continental Europe and the Asia 
Pacific, some of which are also witnessing significant year-on-year growth. This 
trend towards a broader geographic market exposure is positive for the industry. 
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not only as de-risking measure but also as a means of accelerating growth by 
tapping new markets. Increasing adoption of teclinology in the domestic industries 
is already beginning to reflect in their enhanced performance and competitiveness. 
As already demonstrated in some measure by the ITBPO sector, technology can 
play a key role in addressing important issues of gender and economic disparities 
by promoting greater participation of women in the workforce and creating 
widespread employment opportunities. A continued emphasis on leveraging 
technology to induce greater inclusiveness will contribute to long term payoffs, 
and will structurally strengthen India as a more technology-enabled society. 
Though the IT-BPO sector is export driven, the domestic market is also 
significant. The revenue from the domestic market (IT Services and ITES-BPO) is 
also expected to grow to about US$ 11.7 billion in the year 2007-08 as compared 
to US $ 8.2 billion in 2006-07 an anticipated growth of about 42.7 per cent. The 
total (IT Industry including Hardware) size of the domestic market is expected to 
cross US$ 23.2 billion in 2007-08, as against US$ 16.2 billion in 2006-07, a 
growth of 43 per cent year-on-year (YoY). BPO demand in the domestic market 
has witnessed noticeable growth over the past few years. The phenomenal growth 
of the Indian IT Software & Services and ITES-BPO sector has had a perceptible 
multiplier effect on the Indian Economy as a whole. In addition to the direct 
positive impact on National Income, the sector has grown to become the biggest 
employment generator, and has spawned the mushrooming of several ancillary 
industries such as transportation, real estate and catering, and has created a rising 
class of young consumers with high disposable incomes, triggered a rise in direct-
tax collections and propelled an increase in consumer spending. The total IT 
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Software and Services employment is expected to reach 2.0 million mark in 2007-
08 (excluding employment in Hardware sector), as against 1.63 million in 2006-
07, a growth of 22.7 per cent YoY. This represents a net addition of 375,000 
professionals to the industry employee base, this year. The indirect employment 
attributed by the sector is estimated to about 8.0 million in year 2007-08. This 
translates to the creation of about 10 million job opportunities attributed to the 
growth of this sector. As a proportion of national GDP, the IT-BPO sector 
revenues have grown from 5.2 per cent in 2006- 07 to an estimated 5.5 per cent in 
2007-08. The outlook for Indian IT-BPO remains bright, and the sector is well on 
track to achieve its aspired target of US$ 60 billion in export revenues and US$ 73 
- 75 billion in overall software and services revenues by 2010. Key factors 
underlying this optimism include sufficient demand, strong fundamentals and a 
favourable policy environment (DIT 2008: p.5-6). 
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3 1 The Policies of Government of India 
This chapter describes the poHcies of Government of India and that of Delhi 
Government which have affected the development of information technology (IT) 
industry. This chapter also assesses the degree to which major policy changes can 
be said to represent 'liberalisation'. 
The Indian IT industry policy was overwhelmingly focussed on the hardware 
industry until 1990s. The hardware industry was considered part of a wider 
electronics industry encompassing the entire micro- electronics based complex 
spanning electronic components, consumer electronics, computers, telecom 
equipment, and aerospace / defence electronics. The information technology 
policy was historically focussed on import- substitution both in production and in 
research & development (R & D) so as to build up local manufacturing and 
technological capabilities in what was considered a strategic industry both from 
the point of view of long term economic development and the needs of the 
national security complex of arms, nuclear and space programmes (Grieco, 1984; 
Subramanian, 1992; Mani, 1992). This was in sharp contrast to the growth of the 
computer industry and the wider micro- electronics- based complex from 
semiconductors to consumer electronics in developing East Asia which were 
export- oriented from the outset. This software industry was a combined spin-off 
of the Indian computer industry in the 1980s, the emergence of independent 
software firms in the United States following the emergence of the personal 
computer (PC), and the outsourcing of low end software work to low wage 
locations offshore where appropriate software skill pools existed (D' Costa and 
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Sridharan, 2004: 31). The information technology (IT) industry policy grew with 
the following telecom- infrastructural developments. 
Until recently, 'Indian industrial policy has been statist, protectionist and 
regulatory' (Rubin 1985: 33). It took as its main reference point the 1956 
Industrial Policy Resolution. This indicated that there was to be a clear role in 
industrial development for the public sector and state investment (especially in 
infrastructural and heavy industry development), with a large degree of state 
planning for industrialisation, but within what was to be fundamentally a 
capitalist economy which retained a controlled role for private and foreign capital 
(Lai, 1986: 182). The priority was given to heavy industry and to growth through 
import substitution. In India, government policy disfavoured trans-national 
corporations (TNCs) and small firms and was least hostile to large domestic firms. 
The main feature of Indian software policy has been that it is conservative, tending 
to attenuate policy changes and thus moderate the liberalisation (Heeks, 1996: 33). 
As early as 1954, the Ministry of Defence (MoD) had already taken major 
initiatives, establishing the state owned Bharat Electronics Ltd. (BEL), one of the 
largest manufacturers of electronics equipment and the most technologically 
advanced electronics company of this period at Bangalore. By the early 1960s the 
Ministry of Defence (MoD) has also directed BEL to manufacture electronics 
equipment and components for defence, information and broadcasting, civil 
aviation, and consumer products. In fact, BEL along with other technology-related 
establishments like ITI, HAL, and defence R & D , and all centred in Bangalore, 
served as the training ground for a large number of electronic professionals in the 
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city and are mainly responsible for converting Bangalore into the 'electronics' city 
ofIndia(Naidu,2003: 119). 
The Government of India set up a committee under the chairmanship of the 
late Dr. Homi J. Bhaba in 1963 to asses requirements for electronic components 
and equipments in the country. The Bhaba Committee Report, submitted to the 
Government in 1966, suggested to the ways and means of achieving established 
targets, with especial emphasis on achieving self- sufficiency and self- reliance in 
the shortest possible time. In 1965 the Computer Society of India (CSI) was 
founded in Hyderabad with Prof R. Narsimhan as the Founding President & 
Major General Balasubramanian as the Founding Secretary. The first CSI 
convention was organised in Kolkata (Naidu 2003: 121). 
The Department of Atomic Energy (DAE), the other major user of 
electronics, established the Electronics Corporation of India Ltd. (ECIL) in 1967 
in Hyderabad with Dr. A.S. Rao as the Founding MD. The ECIL was initially 
setup to cater to the needs of DAE but soon expanded its activities into other areas 
including computers. In 1968, the National Conference on Electronics was 
convened by the Electronics Committee in which Vikram Sarabhai suggested the 
formation of a National Informatics Organization. Until the beginning of the 
1970s, the Ministry of Defence (MoD) was responsible for the development of this 
industry. Recognizing the importance of developing an integrated and self- reliant 
electronics industry including computers, the Government of India constituted a 
separate Department of Electronics (DoE) in June 1970, now called the 
Department of Information Technology (DIT), under the Ministry of 
Communications and Information Technology (MCIT). Subsequently, a special 
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high- powered Electronics Commission setup in 1971, to lay down policies and 
guide the development of electronics in India. The Electronics Commission was 
charged with the full responsibility of reviewing the entire field of electronics with 
regard to research, development and industrial options. It had the full authority to 
formulate policy and to direct the implementation of all the measures, both 
promotional and regulatory, that are necessary for the country to attain self-
reliance in the shortest possible time (Satyanarayana, 1996: 198). 
Heeks (1996: 42) says that during the 1970s. Govt, software policy restricted 
it self largely to the question of providing imported hardware for would- be 
software exporters. In September 1970, a largely unsuccessful 'programme for 
promoting the generation of computer software particularly for export' came into 
existence, which consisted mainly of newspaper advertisements asking for 
interested companies to submit ideas to the Department of Electronics/ or 
Department of Information Technology. This was revamped in 1972 as the 
'Software Export Scheme', allowing hardware to be imported for use in software 
export work. The main condition attached was that the importer had a commitment 
to earn the import price of the computer in foreign exchange via software export 
within the following five years. This facility was first used in 1974 but the 
commitment was raised to twice the import price. 
Other policy elements begun in the 1970s, and which confinue till 1996, 
include the following (Heeks, 1996: 43): 
1. Investment by the Department of Electronics in public sector R & D 
projects which involved software development. 
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2. Software procurement. There has been no legally laid down procurement 
policy as regards software, but most public sector contracts for custom 
software development have been given to Indian Companies; though, by 
contrast, most contracts for software packages have asked for imported 
goods. 
3. Government encouragement and initiation of computing and software-
related training courses in Universities and similar institutions. The training 
policy has been continually updated and expanded. 
The Department of Electronics became active with the formation of Computer 
Directorate. Computers in 1970- 73 were being produced by International 
Computers India Limited (ICIL), International Business Machines (IBM) and 
Electronic Corporation of India Limited (ECIL). In 1971-72, the Department of 
Electronics, with a thrust towards self- reliance and indigenization in computers, 
evolved guidelines for dealing with immediate problems. These included (Naidu, 
2003: 120; Gupta, 1986:92): 
1. The import of second- hand obsolete equipment by multinationals would 
be discontinued; 
2. Computational requirements would be met through outright purchase of 
computers on the basis of global tenders; 
3. Key sectors of computer industry would be freed from monopolistic 
influences; 
4. A viable program of production of computer hardware and software 
would be built- up to meet domestic requirements and also to generate 
surpluses for export; 
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5. All manufacturing programmes for computer systems in future will be 
based on terms and conditions as generally applicable to all other 
manufacturing programmes in the country; and 
6. Manufacturing programmes with majority foreign collaboration will be 
generally accepted only on a 100 per cent export basis. 
The Department of Electronics (DoE) also came up with a scheme to 
establish regional computer centres to cater to the computing needs of academic 
institutions, R & D centres and the industry. The first centre was established at 
Jadavpur University and another later at Chandigarh. These centres helped in 
promoting computerization in the regions. The centre at Calcutta was mostly to 
those doing academic and research work and was always in need of funds. The 
Chandigarh Centre undertook commercial work and became self reliant. These 
centres were handed over to the NIC at the beginning of the 1990s. All users 
should first attempt to meet their in-house requirements through computers 
available in the Indian market and additionally draw on the facilities offered by 
regional computer centres. Subsequently, the demand for the import of computer 
systems increased tremendously as the local industry was unable to meet domestic 
requirements. During this period, most foreign computer manufacturers also 
established dealers and agents in India who were responsible for creating 
awareness among users. To regulate the import of computers, the Department of 
Electronics came out with a comprehensive procedure & took on the responsibility 
of procuring computers for each and every user. After the Department of 
Electronics (DoE) was satisfied that Indian computer producers could not meet the 
requirement, tenders were floated and the system vendors was decided (Naidu, 
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2003: 121). In 1973, FERA regulations enacted by Late Smt. Indira Gandhi 
ultimately caused the fracas leading to IBM's exit from India. Then, the 
Department of Electronics established its own public sector company, Computer 
Maintenance Corporation Pvt. Ltd. (CMC) in 1975 to service imported computers. 
In June 1978, when IBM withdrew its operations from India, CMC was offered 
the maintenance of all IBM systems. When the computers were very expensive the 
dominant firm in India was IBM. IBM did not manufacture in India, but only 
based and serviced its own machines. ICIL (International Computers India 
Limited) set up a subsidiary- International Computer Indian Manufacture (ICIM). 
Electronics Corporation of India Ltd (ECIL) a public sector company also tried to 
develop mainframe computers. Neither of these made much headway against IBM. 
But the Computer Maintenance Corporation (CMC) filled the vacuum created by 
the departure of IBM from India in the mid- seventies and grew up to become an 
innovative organization apart from the primary maintenance role. This among 
others created a congenial atmosphere for Information Technology (IT) to become 
widely accepted by the Government, industry and the public. The Department of 
Electronics (DoE) / or the Department of Information Technology (DIT), which 
had the authority to approve computer imports, used to try and make users buy 
ECIL computers. But this strategy did not work. Many institutions obtained 
permission to import computers. Still the Department of Electronics has retained 
authority to approve import of large computers. However, the range of industrial 
computers began to be downscaled and miniatured from the mid- 1960s. This led 
to the market for computers in Government and small business houses. Sensing 
the new opportunities, many firms wanted to go into the business of importing, 
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assembling or manufacturing computers in India. Under their pressure import 
procedures liave been liberalized and tariffs manipulated to enable domestic firms 
to serve the small but growing domestic market (Satyanarayana, 1996: 198). 
The process of procuring computers through the Department of Electronics 
continued until the late 1970s when it became necessary to simplify procedures to 
import computers. In June 1976, the policy was partly liberalized but mainly 
expanded and re- launched. Hardware import duties were reduced from over 100 
per cent to around 40 per cent; banks were advised to extend loans for software 
projects; and software exporters were promised faster clearance of their 
applications. A new scheme was created so that NRJs could pay to import 
computers for software export and only take on a 100 per cent export commitment. 
It was also made clear that software was eligible for export incentives such as 
location of production in export processing zones (EPZs), tax concessions, and the 
export subsidy of cash compensatory support ( first offered at a rate of 10 per cent 
of the value of software exported) (Heeks, 1996: 43). 
In 1977- 78, the government formulated a more broad- based policy 
framework for licensing the manufacture of mini computers and microprocessor 
systems. The National Informafics Centre (NIC) was also set up by the 
Department of Electronics (DoE) during this period to provide the infrastructure 
for computerized information in the central Govt, offices. This centre was later 
shifted under the planning commission in the late 1980s (Naidu 2003: 121-22). 
The period from 1980 to 1984 was the period of punishing mis- users. By 
1980 it had become clear that most computers imported under software export 
schemes were actually being leased out for domestic market use. The DoE had 
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already reacted by temporarily banning the second- hand machines, but new policy 
guidelines were issued in January 1981 which emphasised 'the generation and 
export of software using the existing computer capacity in the country, rather than 
the import computers' (EI & P 1985; 660- 71). The actual policy was rather 
contradictory. 
The import duties were raised and tighter government inspection controls 
established, with the threat that the Department of Electronics could confiscate 
computers if importers defaulted on their export commitments. At the same time, 
it was recognised that an imported computer's capacity could not all be taken up 
with export- related work, so the new policy loosened controls by allowing firms 
to use two- thirds of their machine time on domestic work with the remaining third 
dedicated to exports. Export commitments (now called export obligations) 
remained the same for category A (ordinary import) and category B (import by 
NRIs), but category C was added, which allowed the import of loaned hardware, 
with only limited export obligation or import duty (Heeks, 1996: 44). 
Between 1982 and 1984, the Department of Electronics (DoE) tried to push 
software exporters into importing computers on a loaned basis under category C. 
Numbers in the other categories declined from nineteen approved in 1981- 82 to 
four in 1983- 84 and only a handful were even allowed under C. The process was 
also painfully slow: 'the Department of Electronics built up a history of delays and 
confusion that must have had few parallels, even in India, with computer import 
applications taking over the years' (Economic and Political weekly, 1984). 
This tightening of one element of import policy was a reaction to the 
perceived misuse of computer imports at a time when the Government wanted to 
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build up the local hardware industry. This did not affect the DoE's training and 
investment efforts or its desire to promote exports. For example, it was during this 
period that the Engineering Export Promotion Council, later joined by the Trade 
Development Authority, begun offering export marketing assistance to software 
assistance to software companies. In 1983, Dy. Governor of RBI appointed as the 
chairman of the Rangarajan Committee which was formed to advise the 
government on the computerization roadmap for nationalized banks. Though an 
agreement is signed between the employees union and the bank management, the 
National Organization of Banks expressed shock over the decision (GOI, 2007: 
33). 
By 1984 it had become clear that policy was not keeping up with the 
development of the industry. In addition, as a producer of information technology, 
the government failed. Its protectionist policies were intended to benefit state 
owned enterprises (SOEs) and crowed out the private sector. The government 
policy changed to a supportive stance with the election of a new Prime Minister 
Late Shri Rajiv Gandhi in 1984. His new computer policy (NCP- 1984) announced 
on November 19, 1984, which was the forerunner of liberalization concept, 
consisted of a package of reduced import tariffs and tax concessions on hardware 
and software. Heeks (1996) says, 'while the main thrust of this policy (New 
Computer Policy- 1984) was towards hardware, some major policy liberalizations 
were directed at the software industry. In trade terms, the procedures for importing 
hardware became quicker and easier. Imports also became cheaper as basic custom 
duty on hardware was reduced from 135 per cent to 60 per cent and on software 
from 100 per cent to 60 per cent, with an allowance of duty- free import for source 
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code on paper. Other measures were announced which aimed at improving access 
to imported software and spares' (Heeks, 1996: 44- 45). 
As regards state controls and foreign investment, software was recognised as 
an industry and entry into it was de-licensed. As with hardware, companies with 
up to 40 per cent foreign equity holdings (covered by FERA- 1973) and very large 
companies (covered by MRTP-Act, 1969) were allowed to become software 
producers. There were also some interventions and promotional aspects. Software 
was placed under the Copyright Act, bringing the threat of fines or imprisonment 
for software pirates. A Software Development Promotion Agency was planned, 
and 50 per cent of software export earnings over and above the obligations in any 
given year could be used for a foreign exchange permit to buy a range of goods, 
including more computers, in following years. The only negative outcome for 
software was that the income tax exemption on net export earnings was reduced 
from 100 per cent to 50 per cent. The policy was almost entirely one of 
liberalization for software, because it made imports of hardware and software, 
entry into the industry, and access to foreign exchange easier (Heeks 1996: 46). 
Thus, the New Computer Policy (NCP-1984) took a more progressive and 
generative view of foreign exchange, liberalized the imports in appropriate 
directions, facilitated import of know- how with least hassles, put more weight age 
on promoting the applications of computers than on indigenous manufacture, set 
up an Inter- Ministerial Standing committee (IMSC) as a single window regulatory 
body, promoted software export through the liberalized deployment of Satellite 
Earth Stations along with a liberal import of computers against software exports 
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and nucleated the concept of Software Technology Parks (STPs) [Seshagiri, 2007: 
14]. 
In addition the New Computer Policy granted permission for foreign tlrms to 
set up wholly owned, export dedicated units (Texas Instruments was the first to 
enter in 1985) and a project to set up a chain of software parks that would offer 
infrastructure at below market cost. In 1985, all export revenue (including 
software exports) was exempted from income- tax (Dossani, 2005: 25). 
The 1984 Computer policy was followed by successive sector wise 
liberalization: the 1985 Integrated Policy Measures on Electronics, and the 1986 
Software Export and Training Policy. The Software Export and Training Policy 
1986 explicitly recognised services through 'body- shopping' as legitimate export. 
The policy elaborated on the concepts of software exports using satellite earth 
stations as well as software technology parks. In this regard the policy stated: 
'Computer Software Export will include besides physical export on magnetic 
media or on paper, also export through satellite data link and consultancy 
delivered at the location of clients abroad by Indian Computer Expertise' 
(Seshagiri, 2007; 16). 
However, when the computer software export. Software Development and 
Training policy duly appeared in December 19, 1986, it gave with one hand but 
took away with other. So, this policy was also known as 'the policy of give and 
take'. Import of hardware was made easier and quicker through some procedural 
changes, and regulations about domestic- oriented use of imported hardware were 
dropped. The import of software was also de- licensed (changed from quota to 
tariff protection) so that any one could import it if they paid the 60 per cent duty. 
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On the other hand, hardware imports became more risky because the attached 
export obhgations were strengthened. In general, the obligations increased by 50 
per cent, they had to be achieved in four years rather than five; they were to be 
more stringently adhered to using bonds and bank guarantees; and they had to be 
earned from net rather than gross export earnings (GOI, 1986b). 
Similarly, foreign exchange was made available via annual rather than 
individual permit, but permit size was reduced from 50 per cent to 30 per cent of 
the previous years' foreign exchange earnings in excess of any export obligation. 
Cash compensatory support was raised from 8 per cent to 10 per cent. It was also 
confirmed that wholly foreign owned software companies could be set up, so long 
as their entire output was sold as exports and not in the domestic market. This was 
not actually a policy change, but several regulations had to be altered in order to 
permit this, particularly in regard to export via satellite link. More importantly, the 
policy implementation procedures were altered to speed up foreign company 
applications (Heeks, 1996: 46). 
In the period following the 1986 Policy, a number of clarifications were 
announced which gave rise to a feeling of loss of direction in policy. The changes 
covered two main areas, viz., trade and state controls. Indian companies were 
allowed to become distributors for foreign software- a process known as 'stock 
and sale'- but this privilege was effectively restricted to large software exporters in 
early 1987, excluding the trading and hardware companies which had earlier 
hoped to become software distributors. An earlier decision to ban the import of 
loaned computer systems was reversed in July 1988. Such systems could be 
imported for between six months and one year, with a 50 per cent export 
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obligation, 25 per cent banl< guarantee and 20 per cent import duty. If the 
computer was returned within six months the export obligation dropped to 25 per 
cent. Software export policy also changed, with the 1988- 89 budget permitting 
accompanying software and start- up spares imported under the software export 
policy to have duty levied at the same rate as the main hardware, rather than the 
250- 300 per cent previously used. However, in 1988 the ability to import source 
code software on paper without paying duty was dropped because of perceived 
misuse and in June 1989, import duty on software was raised to 107 per cent. 
From 1987, software companies had to register with the Department of Electronics 
(DoE) to receive certain export promotion assistance. The export turnover 
threshold for those eligible to register was reduced from Rs. 5 million in 1987 to 
Rs. 1 million in 1988 and to Rs. 0.2 million in 1989. In that years budget, it was 
announced that there would be a 15 per cent tax levied on an all outgoings of 
foreign exchange associated with travel overseas. This affected the software 
industry quite considerably because of its spending on travel and living allowances 
for software developers working at their clients' sites. Software industry 
perceptions of bureaucratic muddling and meddling were confirmed in the 
following budget. In this, the 'liberalization' was announced by the Ministry of 
Finance (MoF) that excise duty on software was being reduced from 25 per cent to 
10percent(Heeks, 1996:2). 
The DoE's Software Development Agency was set up in 1986 with the aim 
of co-ordinating formulation and implementation of software- related policy 
measures, and of promoting the development of the software industry. In 1988 
separate Electronics and Computer software Export Promotion Council (ECSEPC) 
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was created to help increase Indian exports of electronic goods and software, 
mainly by helping with marketing. An insurance scheme was introduced in 1987 
to cover the clients of Indian software companies against malpractices or lapses, 
and export shipment credit and credit guarantees were made available. In April 
1988 a one year visa for visiting trainer from overseas was announced. Venture 
capital funding for software companies also became available, as did overseas 
telecommunications links. At around this time, the concept of software technology 
parks (STPs) first mooted in 1986 began to take more concrete shape- as an export 
processing zone under the control of Department of Electronics (Heeks, 1996: 47). 
The exemplary support of the Government in the mid- eighties for setting up 
a satellite- link based software export ventures by Texas Instruments (TI), Sharad 
Marathe Enterprises, and Indus Corporation, all of USA, indirectly helped to break 
several constraining rules and practices and paved the way for similar ventures by 
others as well as in setting up Software Technology Parks (STPs). 
The 1986 policy gave wide ranging incentives for software export which 
made the STP concept more lucrative. In 1987, a Government supported STP was 
designed for being located at Bangalore around a satellite earth station facility and 
a private STP at Pune; the Ministry of Home Affairs delegated security related 
scrutiny to the Department of Electronics; Also, other Ministries permitted DoE to 
become a single point administrator for companies located in STPs (Seshagiri, 
2007: 15). 
In April 1989 payments of cash compensatory support were suspended for 
about a month in an effort to force companies to make their annual returns to the 
Government of financial data. A year later, payment rules were simplified to make 
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it easier to claim the subsidy on a regular basis. Finally, late in 1990, the software 
industry was once again wholly exempted from tax on export profits (Heeks, 
1996:48). 
The period from 1991 to 1996 is marked as the period of 'macro- economic 
and financial liberalization'. During this period the computer software industry 
was affected by general changes in industrial policy. A buoyant computer industry 
growing under the impact of the 1984 and 1986 policies was the first to cash - in 
on the macro- economic and financial liberalisafion steered by Prime Minister 
Narasimha Rao and Finance Minister Manmohan Singh, with experience- backed 
idea and strategy inputs from Montek Singh Ahluwalia, between 1991 and 1995. 
Small and medium companies under the STPs flourished through an incubation 
effect. The companies like TCS, Infosys, Wipro and HCL grew steeply 
exponenfially to become global players (Seshagiri, 2007: 16). 
During the period 1991 to 1996, the software industry was affected by 
general changes in industrial policy. Early in 1991 its imports became more 
difficult thanks to the devaluation of the rupee, raising of software import duty to 
112 per cent, the demand for considerable cash deposits to be lodged alongside 
any letter of credit for imports, and the requirement for larger imports to be 
cleared on a case- by- case basis. Simultaneously, there was an effort to encourage 
exports by streamlining the process for export incentive payments and for creation 
of export- only units. With the announcement of substanfial policy liberalizations 
from July 1991, software policy was again affected, principally by raised foreign 
equity limits; change of export incentives to Exim scrips, then to partial currency 
flotation (which also removed the much- disliked foreign exchange travel tax), and 
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then to full trade account plus, later full current account convertibility; devaluation 
of the rupee; extension of normal export and domestic sales incentives to export 
units, and their subsequent ability to retain part of their earnings in foreign 
currency accounts (Heeks, 1996).. 
There were some software related promotional measures during this period, 
including reduction in telecommunications charges for satellite links; duty- free, 
obligation- free import of telecommunications equipment into EPZs (Export 
Processing Zones), STPs (Software Technology Parks) and the like; annual 
reconfirmation of export tax and excise duty exemption, with the formers' 
confirmation being changed to 'open- ended' rather than annual in 1995; and 
confirmation, in 1993, that export obligations could be met from earnings of staff 
sent to work overseas at the client's site. 
At the end of 1992 the Department of electronics (DoE) recognised to 
emphasise its promotional rather than regulatory role (though the intended 
Software Development Board has yet to materialise). It amended and updated 
interventions in areas such as training and research & development. The copyright 
Act was also amended, confirming that raids, fines and prison sentences could be 
used against software pirates, that site licensing was legitimate, and that 
possession of pirated software was an offence. Import rules changed, with 
liberalization gathering pace for software. Duty for software import was reduced 
to 110 per cent in 1992, 85 per cent in 1993, split in 1994 to 20 per cent for 
applications software and 65 per cent for systems software, and then reduced to 10 
per cent for both categories in 1995. Source code on any media attracted a 45 per 
cent duty. In April 1993, duplication of software in India was permitted for the 
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first time. Indian companies could enter into an agreement with an overseas 
software package producer to import a single master copy of the package at 
normal import duty and then pay a taxable royalty on each copy made and sold in 
India. If the royalty was less than 30 per cent of the Indian price, prior Department 
of electronics (DoE) approval was not required (Heeks, 1996: 49). 
The Government of India introduced major changes in 1990s in the IT 
policy. Till the mid- 1980s, all communications services, be it voice or data, 
domestic or international, or local and long distance, was provided by the 
Government of India as outlined in the Indian Telegraph Act of 1985. In fact, most 
of the countries in the sub- continent are still bound by this Act. By the mid-
1980s, however, the first tentative step towards a more liberalized regime was 
initiated, and two state- owned corporations were set up to provide limited telecom 
services- Mahanagar Telecom Nigam Limited (MTNL) for services in Bombay 
and Delhi, and Videsh Sanchar Nigam Limited (VSNL) for international long 
distance, even as the DoT (Department of Telecommunications) continued to cater 
to the rest of the country (Kumar, 2006: 45). 
The 1991 saw a major restructuring of economy following a severe financial 
crisis that the country underwent two years before. This saw the government 
relaxing the licence permit raj and the entry of private sector into all the areas of 
economic acfivities. The New Industrial Policy of 1991 sought to improve the 
economy by introducing competition in almost all sectors, barring telecom, and 
reducing the role of the state in determining prices and the direction of investment, 
besides bringing down the barriers to foreign direct investment (Kumar, 2006: 46). 
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Even through 1994, the government continued to rema^/^t:^ii3'§^^ 
monopoly operator of telecom services but also the sole provider of all other 
functions related to telecom, including licensing, policy making, tariff setting and 
cross- subsidies. However, the National Telecom Policy (NTP) of 1994 focussed 
on the expansion of telecom services across the country, and to achieving this 
goal, it opened the private sector involvement in extending basic telecom services. 
However, the NTP did nothing to separate the provision of basic services from 
government regulations. To fulfil the commitments made when New Delhi joined 
the World Trade Organization (WTO) in 1995, the Telecom Ministry was required 
to separate its regulatory and operational functions and the eventual privatisation. 
As a result, the Telecom Regulatory Authority of India (TRAI) was created. Its 
powers were enumerated in The Telecom Regulatory Authority of India Act of 
1997, when it became really operational. Although the Act gave the TRAI broad 
powers to make technical, operational, and licensing and generally to 'facilitate 
competition', there was no requirement that any other government agency seek or 
comply with the TRAI recommendations. Further commitments included 
corporatisation of the DoT (Department of telecommunications) and sale of those 
publicly- held companies with majority stakes in the three operating companies. 
The already limited powers of TRAI were further declined when the Delhi 
High Court threw out a TRAI dispute against DoT. The DoT has taken several 
actions in the late 1997 and early 1998 that were questioned by various private 
companies, including licensing requirements for ISPs (Internet Service Providers). 
On March 20, 1998, the Delhi High Court declined to rule on the case but issued 
an order allowing the DoT to sell applications 'at risk' while the court reviewed 
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the case. In July 1998, the Delhi High Court ruled in favour of the DoT effectively 
undercutting TRAI and calling into question the entire telecom regulatory regime 
(http://www.indiatoday.com/ctoday/081998/buzz.htm#court). 
One of the most significant developments in the evolution of the Internet was 
the formulation of a new Internet Service Provider (ISP) Policy, which permitted 
the licensing of companies other than VSNL to provide Internet services. One of 
the most definite signs of a changing government attitude was the creation of the 
national task force on IT and software development. The national agenda for 
governance issued in March 1998 by the then government outlined the country's 
goal of becoming a software superpower and announced creation of a National 
Informatics Policy. The task force was directed to produce an action plan within 
30 days and a national informatics policy within 90 days. The task force was 
created on May 22, 1998 under the chairmanship of then Planning Commission 
Deputy Chairman Jaswant Singh. The two co- chairman of the taskforce were the 
former Minister of State for Science and Technology M.G.K. Menon and then 
Andhra Pradesh Chief Minister N. Chandra Babu Naidu. The Member- Convener, 
essentially the executive director, was the NIC Director- General N. Seshagiri. The 
make- up of the task force was heavily oriented towards the software sector that 
was made amply clear in the first two major documents issued by the group 
(Kumar, 2006: 47). 
Less than three weeks after the constitution, the task force published a 
background report on the state of IT in the country with comments from experts 
across the world. An action plan outlining 108 recommendations followed on July 
4, 1998. The Prime Minister then appointed an Inter- Ministerial Panel to examine 
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the action plan. The committee comprising I & B and Telecom Minister as the 
chairman of defence, finance, and HRD endorsed the plan which was then 
approved by the cabinet. On July 25, 1998, the document was ratified by the 
President (Kumar, 2006: 48). 
The action plan featured 108 recommendafions to facilitate the country's 
emergence as an IT super power. Three general objectives were outlined for the 
purpose. The objective was the 'info- infrastructure drive' that was geared towards 
building world- class IT infrastructure. The second objective was the 'Target 
ITEX- 50', targeted at achieving $50 billion worth of IT exports by 2008. The 
third objective was 'IT for all by 2008' aimed at making telecom, the Internet, and 
IT- enhanced public services available to all by 2008. The key recommendations 
of the action plan included making available computers and the Internet to all 
schools by 2003, setting up of education centres to serve as models for IT- based 
education, rectifying the low levels of development in several poor states, and 
involve the armed forces to take Information Technology to far- flung and remote 
areas. The 18- point recommendations on infrastructure included a call for open 
competition in backbone and access networks, local call rates for Internet users, 
and establishment of public access and information centres. The action plan 
successfully pointed out some of the major problems that the country was facing 
in making IT one of the leading industrial activities. Given the trend in the IT 
sector worldwide and India's rich experience in developing world- class software, 
it is imperative to formulate new strategies to harness the IT potential. Though the 
report did come up with its own set of solutions, there is little novelty in its 
framework. However, only the novel aspect of this report was that with its help. 
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the government could succeed in bringing into focus the agenda of IT into the 
national policy- making forum (Kumar, 2006: 49). 
The Internet was featured prominently in the action plan with no less than 9 
recommendations, including the very first one, specifically addressing the issues 
related to its development. The first recommendation directed DoT and authorised 
international service providers to open Internet access nodes in all district 
headquarters by January 26, 2000, with a recommendation that toll calls to Internet 
access nodes be charged at the local rate. Rest of the recommendations were aimed 
at giving impetus to the development of a strong infrastructure & proliferations of 
services such as a ten year relief from any significant licensing costs, permitting 
independent international Internet Gateways, asking public sector companies & 
organizations that have rights-of-way to develop and operate networks for public 
use, permitting network operators to inter connect directly rather than via VSNL 
permitting cable television operators to offer Internet access without having to get 
an additional license, allowing ISPs (Internet service Providers) to use fibre optic 
and radio links for last mile connectivity and reserving a radio frequency range for 
such links, and making computers and the Internet availability a mandatory 
provision in every 'school, polytechnic, college, University, and the public 
hospital' by 2003 (Kumar, 2006; 50). 
The action plan set the stage for a number of subsequent legislative measures 
designed to implement some of its recommendations. The 108 recommendations 
of the IT Action Plan part-I emphasize the policy framework required for creating 
an ambience for the accelerated flow of investment in to the IT sector, with 
specific orientafion towards the software industry. The Information Technology 
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Action Plan part- II furnishes 84 policy instruments for the Development, 
Manufacture and Export of IT hardware. The task force thus advocated that the 
software industry and the hardware industry are the two sides of the gold coin 
representing India emerging as a global IT super power. The success of one, 
whether it is export of software of $ 50 billion by the year 2008, depends on the 
concomitant success of the other (http://it-taskforce.nic.in/actplan3). 
The new Internet Policy came into effect in November 1998 permitting any 
domestic company with a minimum equity of 49 per cent to provide Internet 
services. The policy removed restrictions on the number of licenses a single 
company could acquire, or the number of licenses that could be held by different 
companies in the same area. Licenses would be issued for 15 years and ISPs 
(Internet Service Providers) would be free to set their own tariffs. In addition, ISPs 
could lease transmission network capacity from private basic telecom operators, 
the Railways, State Electricity Boards, and the National Power Grid, thus ending 
the DoT monopoly on domestic long distance data network. The ISPs could also 
build their own transmission networks with approval from the DoT. They could 
also set up last- mile linkages and use the network of private cable television 
operators (Kumar, 2006: 50- 62). 
The National Telecom Policy 1999 (NPT- 1999) marked the change in the 
outlook with regard to the provision of telecom services. While the NTP 1994 
provided scope for private companies supplementing the Department of Telecom 
(DoT), this policy established liberalised telecom as the norm. This also took away 
the primacy enjoyed by DoT and relegated it to the position one of several 
competing service providers. That apart, it had the objective of making available 
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telephone on demand by 2002 and sustains it there after so as to achieve a 7 per 
cent tele-density by 2005 and 15 per cent by the turn of this decade. Another major 
objective was to increase rural tele- density from 0.4 per cent to 4 per cent by 2010 
and provide reliable transmission media in all rural areas. In addition, it also 
wanted to provide Internet access to all district headquarters by 2000 and achieve 
telecom coverage of all villages by 2002. To achieve these objectives, the policy 
presented a telecom regime in which all telecom services, except international 
telephony, would be provided by two or more competing providers including the 
DoT. NTP 1999 also made it clear that licensing and policy making functions have 
to be separated from operating services, therefore suggesting that the DoT be split 
into two. As a result, in October 1999, the DoT was split into two departments-
The Department of Telecom Services (DTS) responsible for providing services 
and the DoT (Department of Telecommunications) responsible for licensing and 
policy functions. On October 1, 2000, DTS was transformed into a corporation 
called Bharat Sanchar Nigam Limited (BSNL) [Kumar, 2006: 58]. 
With the formation of a new Ministry for Information Technology in 1999, 
Government of India has taken a major step towards promoting the domestic 
industry and achieving the full potential of the Indian IT entrepreneurs. 
Constraints have been comprehensively identified and steps taken to overcome 
them and also to provide incentives. Thus for example, venture capital has been 
the main source of finance for software industry around the world. However, 
majority of the software units in India is in the small and medium enterprise sector 
& there is a critical shortage of venture capital kind of support. In order to 
alleviate this situation & to promote Indian IT industry, the Govt, of India has set-
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up a National Task force on Information Technology and software Development 
to examine the feasibility of strengthening the industry. The task force has already 
submitted its recommendations, which are active consideration, norms for the 
operations of venture capital. Norms for the operations of venture capital funds 
have also been liberalized to boost the industry. The Govt, of India is also actively 
providing fiscal incentives and liberalizing norms for FDI and raising capital 
abroad. Recently, an IT committee was set up by the Ministry of Information 
Technology, Govt, of India, comprising Non Resident Indian (NRI) professionals 
from the US to seek expertise and advice & also to set up US investments in 
India's IT sector. The committee is chaired by Minister of Information 
Technology, Govt, of India, and the members include Secretary, Ministry of IT 
and a large number of important Indian American IT entrepreneurs 
(http://www.indianembassy.org). The Group will: 
1. Monitor global IT developments and refine Indian IT Policy to meet global 
requirements. Specifically, this will help angel investors, venture creators 
and incubation; 
2. Promote the growth of human resource development in the IT sector with 
the aim of creating quality-based- education; 
3. Promote R & D in the sector by identifying thrust areas and drawing up a 
blue print for action. 
The Department of Information Technology (DIT) in the Ministry of 
Communications and Information Technology is inter-alia responsible for 
formulation, implementation and review of national policies in the field of 
Informafion Technology. All policy matters relating to silicon facility, computer 
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based information technology and processing including hardware and software, 
standardization of procedures and matters relating to international bodies, 
promotion of knowledge based enterprises, internet, e- commerce and information 
technology education and development of electronics and co-ordination amongst 
its various users are also addressed by the Department. 
3 2 The Policies of Delhi Government 
The Government of Delhi recognised the enormous potential of Information 
Technology and decided to embark upon an ambitious programme to provide the 
benefits of IT to the people of the state. It envisaged that by the year 2003 Delhi 
would realise its huge potential and as a result, would emerge as a premier cyber 
state in the country with its citizens qualifying to be e-citizens. 
ASPIRATIONS 
Bhatt and Bhargava (2005: 113) say that the aspirations of the IT policy in 
the state of Delhi are governed by the following six E's: 
(i) E- Governance: To use electronic- governance or e- governance 
as a tool and deliver a government that is more pro-active and 
responsive to its citizens, 
(ii) Equality: To use the power of the IT to achieve the objectives 
of eradicating poverty, improving health care, empowering 
women and economically weaker sections of the society. The 
Right to Information Act (RTI) that the government of Delhi has 
proposed to enact will empower the people and ultimately help 
to bring about social and economic justice. 
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(iii) Education: To encourage the use of IT in schools, colleges and 
educational institutions in the state of Delhi so as to enable the 
students to improve their skills, knowledge and job prospects 
and enable them to obtain employment in this sunrise industry. 
(iv) Employment: To use IT for generating additional employment 
for the new digital economy. To facilitate localisation of 
software, so that benefits of IT could percolate not only in 
English language, but also in Hindi, Urdu and Punjabi. 
(v) Entrepreneurship: To unleash the Delhi incubation engine, 
promote entrepreneurship, earn foreign exchange and increase 
the contribution of IT to the economic growth of the state. 
(vi) Economy: To encourage and accelerate investments and 
growth of IT hardware, software, internet, training, IT- Enabled 
Services (ITES), telecom, e-commerce and related sectors in the 
state. To use IT effectively in industries to make them 
competitive and web- enabled. To provide adequate 
infrastructure in the state so that IT sector can flourish. To use 
IT for ushering world- class e- tourism in the state. 
IMPLEMENTATION PROCESS 
While it is essential to announce an IT policy for the state of Delhi, it js 
equally important to put together an enabling process for its Implementation. For 
this, the State Government propose to put two processes in place. A high powered 
committee under the chairmanship of the Chief Minister and formation of core-
groups for implementing the policies of the government in respect of e-
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commerce, IT- enabled services (ITES), e- governance and e- education (Bhatt 
and Bhargava, 2005: 112- 14). 
(a) Advisory Council: The government shall set up high-powered Information 
Technology Advisory Council under the Chairpersonship of Chief Minister of 
Delhi. This advisory Council would have representative from the industry, 
government and academia. This Council will review the implementation of the IT 
policy and also advise the state on further improvements as may be required from 
time to time so that Delhi continues to keep pace with the global IT scenario. 
(b) Core Groups: To oversee the implementation of the policy in key areas of 
Information Technology such as E-Commerce, IT enabled services, E-Governance 
and E-Education, as also to assist the Advisory Council, the government shall set 
up Core Groups for each of these key areas, which shall have representatives from 
the industry, government and academia. 
(c) Strengthening of the Department of Information Technology: The 
Department of Information Technology will be suitably strengthened to enable it 
to discharge its role of acting as a single window agency for an all-round 
implementation and monitoring of the state IT policy. 
(d) Milestones on the road map to cyber city: While Govt, of Delhi is 
committed to achieve its objective of transforming Delhi into a premier cyber city 
by the year 2003; the government realizes that it is equally essential to set up 
important milestones on this journey. These milestones will allow the government 
to take stock of what has been achieved, what hurdles need to be removed, and 
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whether any mid-course correction is required to reach the destination. These 
milestones are December 2000, June 2001 and December 2001. At appropriate 
places this policy document will enumerate the objectives, which the departments 
are expected to achieve by these dates. 
STRATEGY: The private sector has been in the forefront of development of IT 
sector. As the Govt, seeks to translate its vision into realty, it expects the private 
sector to continue to play its pivotal role. However, the vision will not be realised 
early without the Govt, playing an active role in the following three areas (Bhatt 
and Bhargava, 2005: 15): 
(a) Promoting IT for masses. 
(b) Ushering E- Governance. 
(c) Creating an atmosphere conducive for the development of IT industry and IT 
infrastructure. 
(a) Promoting IT for Masses: The two strategies - promoting the IT sector and 
infrastructure and promoting e-governance - will bring enormous benefits of IT to 
the citizens of Delhi. While the government will take a number of pro-active steps 
to promote the growth of IT industry and e-governance, it is equally conscious that 
these developments do not create new division in society - referred to as digital 
divide by some people - divide between those who have access to IT based 
industry and those who do not. Government is therefore determined to see that the 
benefits of Information Technology do not remain confined to higher classes of 
society. In fact government intends to use IT as a major instrument to provide new 
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opportunities to those segments of society who do not see opportunities to improve 
their quaUty of life and tend to reconcile to their fate. 
It is the firm view of the government that if any technology can create new 
opportunities to bridge the gap between the haves and the have-nots in society in 
the present times, it is IT. To give a concrete shape to this thinking, the 
government shall take the following catalytic, pro-active and enabling steps 
(Bhatt and Bhargava, 2005: 116-19): 
(i) Enabling Literacy and Education for the masses 
(ii) Fulfilling local information needs of the people 
(iii) Educating citizens about their duties 
(iv) Enabling e-tourism 
(v) Enabling women 
(i) Enabling Literacy and Education for the Masses: Information Technology 
with convergence of various technologies related to communication and delivery 
of information such as video, audio, telephone, television, newspapers, computers 
etc. into one unified network, provides for the first time a unique opportunity to 
spread literacy and education on a mass scale at affordable costs. The convergence 
enables ease of providing educational material, which is one of the pre-requisites 
to spread literacy and education. 
The government proposes to spread literacy and computer education by 
initiating action under the following broad policy framework. The government 
shall start a 'Teach the Teachers' programme for upgrading the IT knowledge and 
skills of teachers on a regular basis. A Special Cell will be set up in State Council 
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for Education, Research and Training to woric out details of this programme. The 
government intends to lake, up training of at least 10% of teachers in Higher 
Secondary Schools during 2000-01. There shall be an incentive scheme to attract 
teachers to this programme and to encourage them to complete it successfully. The 
government will establish computer laboratories in all government schools by the 
year 2003 in collaboration with private sector. About 115 schools will be covered 
in the first year i.e. 2000-2001. The Government will also encourage aided schools 
to set up computer labs in collaboration with private sector. 
The government will launch a literacy campaign in slum areas using ICT. It 
proposes to start a pilot project in a slum colony under which 30 computer kiosks 
will be set up with Internet connectivity to enable the children to learn computing 
skills on their own without any adult intervention. The government shall upgrade 
Industrial Training Institutes for providing training of skills for data entry, 
marketing, transcription, call centres, content creation and data processing. This 
will give necessary boost to the IT enabled services in the state. The government 
will encourage private sector initiatives in setting up Training Centres for the 
Unemployed Educated Youths. The government aims to start at least 10 Centres in 
the year 2000-01. 
The government will take steps to establish an IT Open University. It will 
also encourage technical courses in its university, schools and ITI's. The 
government hopes to take education and literacy to a much larger section of 
population in the next three years. The government will also set up a premier 
Indian Institute of Information Technology to impart high quality IT education and 
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training to the people.- It will also set up a Digital Media Library that would be a 
central storehouse of digitalized data containing government records, industry 
information and information on education, tourism and archaeology. 
(ii) Fulfilling local information needs of the people: The government has 
already proposed setting up of Citizen Service Points all over the state, which 
could be used by the citizens to access any information about government services 
from any location within the state and outside. These CSPs will be electronically 
linked to government departments through their websites. These will be set up by 
the private sector that will be allowed to recover the costs by charging the user an 
affordable transaction fee. The government has also proposed to set up Suvidha 
Points at each of its major offices. These Suvidha Points will be single user-
friendly window for deadline-based handling of applications. At this point a 
citizen will also be given an acknowledgement with a probable date of response to 
his application. 
In addition the government will encourage the private individuals to set up 
information kiosks all over the city. The kiosks shall provide free access to a wide 
range of citizen-oriented information. In particular, all the e-governance related 
information should be available through these kiosks. They need not have Internet 
connections. They could simply have data stored for access to the citizens. These 
kiosks will be encouraged to use touch-screens requiring no use of either the 
keyboard or the mouse. The government will assist the entrepreneurs in getting 
space where demand for kiosks could be foreseen. Some examples of such places 
are bus stops, markets, colleges, community centres, resident association offices, 
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clubs, tourist places, airports, railway stations and schools. In addition the 
government will encourage the owners of STD / ISD booths to convert them to 
cyber cafes all over Delhi. 
(iii) Educating citizens about their duties: Internet based information delivery 
systems in combination with conventional broadcast media, TV and Radio, could 
act as a major vehicle to educate citizens regarding their duties to the nation and 
the state. This will immensely help in people's participation in programme like 
family welfare, conservation of environment, and preservation of ethical, moral 
and cultural values. The people could also be informed about the rich heritage of 
the capital and the need to preserve the ancient monuments which dot the city 
landscape and the dangers of vandalising them. The nuisance created by littering 
public places, parks, roads and places of religious and tourist interests will be 
highlighted using IT technology. 
(iv) Enabling E-Tourism: (a) Tourism is one industry that can effectively use IT 
to promote itself The use of internet for promoting tourism is only one example. 
(b) Innovative solutions using IT can help Delhi to attract more visitors and 
tourists by providing them with information about the many places of historical 
interest in the city. 
(c) To take advantage of IT in the tourism sector the government would encourage 
and initiate the following E-Tourism Portal: 
There are currently many web sites providing information about the tourism 
sector of the state. However, there is a need for setting up comprehensive tourism 
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portal for the state of Delhi. This portal could have comprehensive information on 
the tourism industry, hotels, places of religious and historical interest etc. The idea 
is to not only provide basic information but also cybercasting, video clips, and 
graphics etc. The portal will have cyber- casting of major events in the State of 
Delhi. The portal will also encourage e-commerce by selling local handicrafts, 
agriculture and industry products through the web site. The portal will also have a 
revenue model of earning through on-line bookings, advertisements and brokerage 
from e-commerce transactions. Marketing: An aggressive marketing plan would 
be designed to market the state of Delhi through the net. 
(v) Enabling Women: (a) Empowerment of women is an integral part of the 
process of development of any economy. The transition to a knowledge-based 
economy includes the participation of all sectors of the society. 
(b) The government of Delhi considers the role of women to be very important in 
the economic and social development. With the increased emphasis in IT by the 
government, there is a need to introduce special scheme for providing the benefits 
of IT to the women in the state. 
(c) The IT can play a catalytic role in the process of empowering women. 
Government will take the following initiatives in this regard. 
- An IT literacy programme specially directed towards spreading literacy among 
women would be launched by the year 2001. 
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- Government will encourage NGOs to set up B2C (business to consumer) and 
B2B (business to business) websites to promote interest of women doing business 
in the state. 
(b) Ushering E-Governance: Citizen Interface: 
Government of Delhi will use IT not merely to automate its existing 
procedures but also to reinvent government processes and to redefine the role of 
bureaucracy. This would enable the government to make its functioning citizen-
centric, transparent and efficient. 
The government has idenfified nine major public dealing departments that 
will go 'on-line' by the year 2002. These departments are revenue, transport, sales 
tax, excise, education, social welfare, co-operatives, health and labour. Of these 
sales taxes, excise and transport will go on-line by June 2001. The government 
will provide assistance for computerisation of Local and Autonomous Bodies such 
as MCD, NDMC, DVB, and DJB etc. working under it. 
In order to this, the government will set up the legal machinery to implement 
cyber law provisions regarding recognition of digital signature and electronic 
records and their use in government. By December 2003, it shall enable the 
citizens to conduct most of their transactions with the government through the 
Internet. Some examples of these transactions are: obtaining driving licenses, 
registrafion of vehicles, registration with employment exchanges, registration of 
births and deaths, obtaining ration cards, payment of various bills, lodging of 
various complaints and their redressal, delivery of pensions, tendering, filing of 
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tax returns and applying for admissions. To ensure that this process is monitored 
periodically some important milestones have been fixed. 
The heads of department shall be responsible for the preparation and 
implementation of their respective departmental action plans. An Officer on 
Special Duty will assist each head of department in this task. He will also act as 
the nodal officer in the department for implementing IT policy. The head of 
department shall have full powers to spend up to 3% of his department's budget 
for implementation of this policy. 
In addition, a detailed plan for employee training shall be implemented. The 
Civil Service Training Institute shall design new modules for IT courses for 
imparting computer training and education to produce knowledge workers in the 
government. The annual confidential reports of the employees shall reflect the 
employee performance in implementation of this policy. The possibility of 
relaxing the scheme for loan to employees for purchase of computers and 
peripherals shall be explored. For all new employees appropriate level of computer 
literacy shall be made an essential requirement in the recruitment rules (Bhatt and 
Bhargava, 2005: 120). 
(C) Creating an Atmosphere Conducive For the Development of Information 
Technology Industry and Information Technology Infrastructure -
For creating an atmosphere conducive for the Development of IT industry 
and IT infrastructure (Bhatt and Bhargava, 2005: 121 - 23): 
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(i) The state government will set up an 'incubation centre' that will guide 
entrepreneurs to make business plans, advise on mergers and 
acquisitions and network with venture capital companies including the 
Venture Capital Fund Company to be created by the Govt, of Delhi. 
The centre will undertake financing of small IT companies. 
(ii) The government is in favour of zero sales tax on the transactions of the 
following IT related hardware and software-
(a) Sale and leasing of computers and its accessories. 
(b) Inter-state sales of computers, parts, accessories and consumables. 
(c) CD- ROMS, optical disc media or magnetic media containing text, data 
or multimedia. 
(d) However, in keeping with the ruling of a uniform sales tax in all states, 
the Government shall fix the sales tax on hardware and software not 
above the agreed Uniform Floor Rate (UFR). The State Govt, would 
however, lobby for zero sales tax on all IT products along with other 
states and Central Govt. 
(iii) The State Govt, shall strongly recommend to the Govt, of India to 
permit software and service units to function in residential areas subject 
to such reasonable restrictions as may be imposed by the Govt, in 
public interest. 
(iv) All IT software and services industries including services and training 
institutions in IT will be entitled to 'industry' status. Such units shall be 
eligible for all concessions and incenfives applicable to industries. For 
the purpose of this clause, accredited Training Institutions will also be 
95 
eligible to claim industry status subject to certain norms which will 
enable them to obtain term loans and bank finance at industry rates. 
(v) IT software and IT services companies, being constituents of the 
knowledge industry, shall be exempted from routine inspections by 
inspectors like those for Factory, Boiler, Labour, Pollution, 
Environment, and Industry in line with the approved policy of Govt, of 
India. Moreover, the State Govt, agrees in principle to self certification/ 
exemption as far as possible for the IT software industry from the 
provisions of the following Acts/ Regulations: Factories Act; 
Employment Exchange (Compulsory Notification of Vacancies) Act; 
Payment of Wages Act; Minimum Wages Act; Contract Labour 
(Regulation and Abolition) Act; and Employees State Insurance Act. 
(vi) General permission is accorded, subject to such orders issued by the 
police commissioner of Delhi as be necessary from time to time in 
public interest, to run a three- shift operation to the IT software and 
services industry. 
(vii) The Govt shall assist in getting speedy clearance for Right of Way and 
use of infrastructure of utilities like DVB (Digital Video Broadcasting). 
(viii) The Govt, shall set up regulatory framework to implement cyber laws. 
The intellectual property rights of creator of content and software shall 
be protected through vigorous enforcement of relevant copyright laws. 
(ix) The Govt, will establish modern IT parks in collaboration with private 
sector. The park will have high speed telecom facility and plug and play 
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built up modules for minimizing gestation period of new projects. The 
first such park will be established by the year 2002. 
(x) The Govt, will encourage private companies to set up international 
gateway for providing high- speed Internet connectivity. 
(xi) A massive campaign will be launched to encourage e- commerce and 
computerization in the local industries. It shall attempt to increase e-
commerce activities by at least three times in the next two years. A 
suitable framework to encourage and support electronic money transfer, 
electronic benefited transfers (EBT cards) and electronic tagging like 
bar coding will be established. 
(xii) The Govt, will initiate an 'IT for Industries' project. Under this project, 
advice will be given to the local industries to adopt use of IT or to 
diversify into IT activities. 
(xiii) IT- enabled services (ITES) like medical transcription, call centres, data 
processing, back- office operations, GIS (geographic information 
system), revenue accounting etc. are considered as niche areas for the 
state. A special scheme will be announced to help local industries to 
diversify into IT- enabled services. The benefits of the scheme would 
also be applicable for companies setting up IT- enabled services in the 
state. 
(xiv) The Govt, will encourage conduct of seminars / workshops to 
disseminate information of IT to local industries and thus work towards 
increase in usage of IT in local industries. 
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(xv) With an extremely widespread telecommunication system, the state of 
Delhi can take lead in establishing and serving a regional hub for 
Internet, e-commerce and digital services, etc. 
(xvi) The state level awards will be given to IT companies with outstanding 
performance in exports and in domestic segments. 
3 3 The Impact of Government Policies 
The policies of the Government of India and that of Delhi Government have 
resulted in the rapid development of Information Technology (IT) industry which 
comprises Information Technology Services (ITS) and Information Technology 
Enabled Services (ITES)[Kumar 2003:13]. The first sector is called Information 
Technology Services (ITS) in which there are high end jobs which include product 
and technology services such as designing of hardware and software technologies 
by technical customer support engineers, application developers and network 
security engineers. IT services also provide the root services, i.e. networking, 
software installation, system integration and operating systems (OS) development. 
All these are technical jobs requiring highly skilled personnel and so the 
employment in this sector in India is relatively small compare to the ITES sector. 
The second sector is called the Information Technology Enabled Services 
(ITES) sector consisting of low end jobs which are related to processes that can be 
enabled with information technology (IT). Information Technology Enabled 
Services (ITES), also called web enabled services or remote services or tele-
working, covers the entire gamut of operations which exploit information 
technology for improving the efficiency of an organization. These services provide 
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a wide range of career options that include opportunities in customer care, medical 
transcription, medical billing and coding; finance and revenue claims processing, 
legal databases, content development, payrolls, logistics management, GIS 
(Geographical Information Systems), HR services, web services, health care, and 
telecommunications, manufacturing, engineering design, simulation, animation, 
and research & development activities. Armed with technology and manpower, 
these services are provided from e-enabled locations. The IT- enabled Services 
(ITES) sector is often divided into two categories: First, 'back office services', 
which includes internal business-functions such as billing or purchasing; and 
Second, 'front office services', which includes customer related services such as 
marketing or technical support (Kumar, 2003:14). 
The IT- enabled services (ITES), which are carried out at a distance from the 
front office where customer contact and sales are provided. Some of these behind-
the-scene functions have to be online, such as the handling of telephonic enquiry 
from customers. Others can be offline in the sense that the work can be done at a 
freely chosen time instead of being tied to an event such as a sale or a telephonic 
enquiry. For example, any electronic commerce acfivity operated in India and 
serving the European market would be offering an IT- enabled service. This 
radically reduces costs and improves service standards. It need not be limited to 
back office work, as it could have a direct interface with the customer. However, 
as yet, the volume of front office work being done remotely from India is rather 
small. Back office work predominates (Ramani, 2000: 2305). 
ITES is a part of the outsourcing industry which is also called Business 
Process Outsourcing (BPO). Business Process Outsourcing (BPO) is defined as 
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the delegation of one or more business processes to an external service provider, 
who in turn owns, manages and administers the selected processes, based on 
defined and measurable matrices. Thus, Business Process Outsourcing (BPO) is a 
form of outsourcing which involves the contracting of the operations and 
responsibilities of a specific business function to a third party service provider 
(Ramani, 2000:2307). The ITES-BPO that is contracted outside a company's own 
country is sometimes called near- shore outsourcing or offshore outsourcing. In 
other words, offshore outsourcing is the practice of hiring an external organization 
to perform some business functions in a country other than the one where the 
products or services are actually developed or manufactured. It can be contracted 
with off shoring, in which the functions are performed in a foreign country by a 
foreign subsidiary. On the other hand, the ITES-BPO that is contracted within 
one's own country for business or IT processes is called onshore outsourcing. All 
these jobs in the ITES-BPO sector require limited skills in English speaking and 
so there is employment available on a large scale in it. 
In India, the increasing job opportunities in the IT- enabled services (ITES) 
sector have been one of the important changes in recent years. Presumably, the 
rapid increase in offshore segment after year 2000 is due to Information 
Technology Enabled Services (ITES) in the form of Business Process Outsourcing 
(BPO) of major companies. In the software industry, trends from body-shopping 
to Outsourcing to the establishment of Call Centres have long capitalized on 
India's enormous pool of English speakers. 
The ITES- BPO demand in the domestic market has witnessed noticeable 
growth over the past few years. The phenomenal growth of the Indian IT Software 
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& Services and ITES-BPO sector has had a perceptible multiplier effect on the 
Indian Economy as a whole. In addition to the direct positive impact on National 
Income, the sector has grown to become the biggest employment generator. The 
total number of IT and ITES-BPO professionals employed in India had grown 
from 284,000 in 1999-2000 to over 1.63 million in 2006- 07. The figures are 
expected to reach 2.0 million mark in 2007-08 (excluding employment in 
Hardware sector), as against 1.63 million in 2006-07. This represents a net 
addition of 375,000 professionals to the industry employee base, the financial 
year 2007. This means that every one job directly created by the sector generates 
four additional indirect jobs related to it. 
Table 3.1: Direct Employment in IT/ ITES-BPO industry (in million): 
FY 
No. 
1998 
0.19 
1999 
0.23 
2000 
0.28 
2001 
0.43 
2002 
0.52 
2003 
0.67 
2004 
0.83 
2005 
1.05 
2006 
1.29 
2007 
1.63 
2008 
2.00 
Source: NASSCOM Strategic Review 2007. 
The above table shows that ITES-BPO industry is the largest employer in the 
organized private service sector in the country with approximately 1.6 million 
people employed in 2006-07. It has thus contributed to creating opportunities for 
groups of society which hitherto had limited employment opportunities. The direct 
employment in the ITES-BPO sector is expected to be 2.0 million by end of FY 
2008 and has been growing at a CAGR of 26% in the last decade, making it the 
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largest employer in the organized private sector of the country. It has also been 
shown in figure below: 
Figure 3.1: The Direct Employment of Men & Women in ITES- BPO Sector 
2.0 
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Table 3.2: Employment of men and women in ITES- BPO sector (in Per Cent): 
FY/ 
Employees 
Men 
Women 
2006 
76% 
24% 
2008 
65% 
35% 
2010 
55% 
45% 
Source: NASSCOM Strategic Review. 2008 
It is evident from the above table that India's booming ITES-BPO industry is 
a favourite employer for women, with their percentage in the workforce set to rise 
from the current 35 per cent to 45 per cent in year 2010. The percentage of women 
in the ITES- BPO sector was just 24 per cent in the FY 2006. In the same year the 
percentage of men in the sector was 76 per cent which is quite substantial in 
comparison to women. The above table also shows that the percentage of women 
in the workplace is increasing faster than that of men. It is because Indian ITES-
BPO companies no longer view gender inclusivity as a Corporate Social 
Responsibility activity, but as a business imperative. 
Som Mittal, President, NASSCOM, believes that Indian ITES-BPO industry 
has become synonymous with some truly pioneering work related to women 
employees, and the sector, more than other industries in India, has been launching 
initiatives designed to promote the interests of women in their workplace 
(http://blog.nasscom.in/nasscomnewsline/wpcontent/uploads/pdf_/In_Focus_nov.p 
df). 
The percentage of women in ITES-BPO industry shown in the diagram below: 
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Figure 3.2: Employment of men and women in ITES- BPO sector (in per cent) 
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The growing trend in the number of women employed indicates that not only 
does the industry offer equal opportunity to women but also has in place proactive 
and sensitive mechanisms which counter the common causes that discourage 
women from pursuing employment in the corporate sector. The large number of 
women employed in the ITES-BPO sector and the attractive environment which it 
provides for their employment makes it suitable for a study of the impact of 
information technology on women's empowerment in India. 
The call centres are the characteristic institutions of ITES-BPO sector and 
represent distant and /or external sites of companies for answering business 
queries of the customers. The ITES-BPO /or back office work is being carried out 
in call centres and so the call centres are synonyms with ITES/ BPO and are the 
departments that respond to all sorts of inbound and outbound business-to-
consumer (B2C) and business-to-business (B2B) communications. One of the 
most publicized relocations of e-business, from the developed to the developing 
countries, is in the area of customer care services in these call centres. The 
offshore call centres are located in low wage, multilingual countries like India, 
where the overhead costs are relatively small. There has been a steady growth of 
call centres in India, providing white- collar employment after a modest education. 
These new opportunities are welcome in the region where youth unemployment is 
particularly high. There are a large no of call centres in Delhi and this study is 
focused on the women working in these call centres. One call centres was selected 
for the study in which there were about 1200 employees and women constituted 
about 600 of this work force. 
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A call centre in the IT lexicon is a place that has adequate telecom facilities, 
trained consultants, access to wide database, Internet and other online support 
infrastructure in order to provide information and support to customers on real 
time basis. It is a centralized office used for the purpose of receiving and 
transmitting a large volume of requests by telephone. It is operated by a company 
to administer incoming product support or information inquiries from consumers. 
Outgoing calls for telemarketing, clientele, product services, and debt collection 
are also made. A call centre is often operated through an extensive open 
workspace for call centre agents, with workstations that include a computer for 
each agent, a telephone set/ headset connected to a telecom switch, and one or 
more supervisor stations. It can be independently operated or networked with 
additional centres, often linked to a corporate computer network, including 
mainframes, microcomputers (a computer with a microprocessor as its central 
processing unit) and LANS (local area networks). 
A call centre has a very pleasant working environment. It is open round the 
clock as call keep coming from different parts of the world. There are two types of 
calls- 'inbound calling' and 'outbound calling'. Inbound calling is for customer 
support, where the customer calls in for queries. Outbound calling is related to 
telesales, where the operators/ agents themselves contact the clients. There are two 
types of job requirements in a call centre: operational and technical. The 
employees in the operational area cater to the needs of the clients and those in the 
technical area assist and support the people working in the operational area. 
Call centre staff are often organised into a multi- tier support system for a 
more efficient handling of calls. The first tier in such a model consists of customer 
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care executives/ or operators, who direct inquiries to tlie appropriate department 
and provide general directory information. If a caller requires more assistance, the 
call is forwarded to the second tier, where most issues can be resolved. In some 
cases, there may be three or more tier of support staff. If a caller requires further 
assistance, the caller is forwarded to third tier; typically the third tier support is 
formed by product engineers/ developers or highly skilled technical support staff 
of the product. The chief executive officer (CEO) comes in the highest rung of 
hierarchy, who is being assisted by one or two vice presidents. The managers and 
team leaders report to the vice- presidents. While team leaders are given process 
specific assignments, the managers are given generic assignments, which also 
include monitoring of different processes. The trainers in the call centre are more 
or less on a par with the managers or team leaders. The structure of the workforce 
in call centre is essentially dualistic, with the simultaneous existence of core 
(permanent) and periphery (non-permanent) workers, similar to the popular model 
of work organisation in 1980s. The customer care executives/ or agents are the 
periphery workers, who are easily substitutable, where as the team leaders/ 
managers constitute the core staff. 
A call centre may be engaged in many different processes in various shifts. 
The employees in the call centre have the freedom to choose the shifts of their 
choice. The shift system coincides with the timings of the country for whose 
processes they are working. The employees have to answer a phone call within a 
set number of rings. Failure to do so will result in an error. The team leaders and 
managers monitor the calls of the employees and if there are errors, marks are 
deducted from the employee's performance. If the calls are taken perfectly 
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according to schedule, they get incentives. Generally the clients are from the US, 
Europe and Australia. To malce them feel comfortable the employees are given 
special training on pronunciation and accent. 
Employees in 'call centre' work in a 24x7 environment. The work 
organization is atypical and flexible in terms of working hours and work patterns. 
A typical call centre operates 24 hours a day, 365 days a year. To enable this, the 
firms are practicing flexibility in working patterns where the agents' work 
schedules do not have any fixed days as weekly offs. The same flexibility is 
practised in the case of shift patterns, where the agents are expected to be flexible 
in adapting the hours of work if the firm requests them to change. The firm 
covered in the field study normally practice a 48- hour's work-week for all the 
employees. Most firms follow a two shifts pattern (with nine and a half hours 
duration or sometimes 9 hours) except some firms which follow a three shifts 
pattern (with 8 hours durafion). The first shift starts at 9:30 a.m. to 6:30 p.m. and 
the second at 12:30 through to 9:00 p.m. or at 7:30 p.m. to 4:00 a.m. To avoid any 
disruption in work the agents are encouraged to avail transportation facility 
arranged by the firm. During the working hours agents are entitled for a 30 to 40 
minutes lunch or breakfast break and two small breaks of 10-15 minutes duration 
for tea and refreshment, for which records are maintained. 
The agents or executives are allowed to avail leave only with prior consent 
of the team leader/ manager via e-mail, to ensure that the work is not disrupted. 
Availing of leaves without prior consent is treated as unauthorised absence, which 
is a sufficient reason to terminate the services of the agent. Even if the agent is 
sick, it is mandatory to get the consent of the team leader at least four-six hours 
108 
before the shift, faihng which the leave would be considered as an 'unscheduled 
leave'. Every employee gets in addition to the weekly off 2-3 days of casual leave 
per month. If the casual leave is not availed in a month, extra points are added to 
the employee's performance and incentives are given. All leaves (except casual 
leave) are not applicable for probationers. Further, as the call centres are 
functioning according to the time schedule of the clients of the firm, the 
employees are not eligible for national holidays. 
The design of the workplace is also unique. As per the organisational 
hierarchy, there are separate floors or wings for top executives, managers and 
process teams. The entry of the employees is strictly restricted to their work area 
and the common spaces earmarked for recreation and refreshment. Within the 
work area of process teams, the space is organised as factory row of clean, bare 
cubicles, each of which houses a computer, a telephone with designed headsets. 
The team leaders are usually positioned in a central point, which allows easy 
supervision. To help dealing the customers, international timings are displayed on 
the monitor of the PCs or vide electronic boards positioned at central locations. 
The workplace interactions are continuously recorded/ taped, which are 
randomly checked by the manager/ team leader. The agents are to meet daily 
targets, which are stipulated in terms of number of calls/ e-mails successfully 
attended. These quotas are often fixed at a higher level that the agents have to burn 
out to fulfil it. The performances are rated in terms of productivity (quantum of 
work done) and quality. Mistakes in the work invite immediate warnings and other 
corrective measures. Track cards/ warning cards are maintained to record the daily 
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ratings of the agents. Normally, three errors a day could lead to a warning and zero 
points and three consecutive zeros to counselling or termination notice. 
Keeping daily track card/ warning card off from red marks is a difficult task 
as for any mistakes, including those done outside the work area and out of control 
of the agents, would be treated as 'defects'. For example, reaching the pick up 
point late for more than five minutes would be marked as 'transport defect'. 
Similarly, taking more than stipulated time for lunch break is also a 'defect', 
despite the fact that during many occasions the agents loose considerable time in 
queuing for lunch. 
The daily performances are consolidated from time to time (either weekly or 
monthly), and the cumulative scores are displayed on a flip chart or a white board. 
A commonly followed system is that of a five-point rating, where an agent who 
scored excellent throughout the year gets the maximum points of 5. A fair monthly 
score is linked with incentives in cash and kind. The annual increments in salary 
as well as the vertical mobility of the agent in the firm are also linked to this 
rating. If the performance of an employee is rated as A++ in a month, he/ she can 
earn up to Rs.3000 extra. For promotion purposes, the annual scores carry 70-80 
per cent weight age. Linking performance with incentives/ punitive actions forces 
the agents to stress continuously. Thus, an overall five points score implies 
yearlong stress and extra alert work. 
The task of camouflaging work as fun is vested with human resource (HR) 
managers. A main object of HR division is to detach the workplace feeling from 
the workers and to provide situations to air out workers' grievances with least 
damage to the BPO firm. It pays attention to a host of issues, varying from hiring 
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the right people to providing them training to charting out their career options. 
Planning and implementing employment relations (both intra-employee and 
employer- employee), organising get together parties, providing counselling, 
designing 'recreation activities' and even the designing of the firm. Call centres 
are increasingly interested in keeping their employees fit, relaxed and less 
stressed, by providing gyms and yoga classes. The company canteen provides tea, 
coffee, refreshments and meals. The environment is a positive aspect of the job in 
a call centre, a view which was supported by the employees over interview in this 
study. Owing to the highly technological nature of the operations in such offices, 
the close monitoring of staff activities is easy and widespread. This can be argued 
to be beneficial to enable the company to better plan the workload & time of its 
employees. 
I l l 
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Information TecHnofogy 
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4 1 The Concept of Women's Empowerment 
The phenomenon of inequahty in relations between men and women is 
universal but its magnitude varies from society to society. Different societies 
evaluate the characteristics of men and women differently and these become part 
of the social beliefs, attitudes and values. Therefore, woman is a social and not a 
biological category (Sassen, 2002: 365). Thus, women must be considered in 
conjunction with men in the social division of labour between men and women, 
i.e., in their roles, rights and obligations. Moreover, these sex specific roles, rights 
and obligations are not just different; they also tend to be unequal. In almost every 
sphere of human functioning, the roles defined for women are sub- ordinated to 
those defined for men, the rights for women are fewer and less emancipating than 
those that men have and the obligations women have are more limiting than those 
of men. Unequal relations between men and women imply that men not only have 
and can exercise greater power than women in almost all spheres of life but they 
also have culturally and often legally sanctioned power over women. It is in this 
context that the concept of women's empowerment becomes relevant. 
Empowerment of women is envisaged as an aid to help women to achieve 
equality with men or at least, to reduce the gap in relations between men and 
women considerably. Empowerment of women and other marginalized sections is 
now a slogan in the development literature particularly in the context of women. 
The politicians and bureaucrats use it in their speeches; scholars write about it in 
books, journals and learned articles, and journalists use it freely in their editorials 
and commentaries. It was a word frequently heard at the United Nations 
Conferences on women, particularly in Beijing (China) in 1995 and at the World 
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Population Conference in Cairo in 1994. In spite of its wide and popular use, the 
term is difficult to define. Its users tend to assume that the appropriate meaning 
will be understood without being explained. Its meaning is hazy and unclear 
because it is conceptually complex and methodologically challenging concept to 
analyze and measure. However an attempt must be made to understand its 
meaning for a sociological enquiry. 
Since 'power' is the root of the concept of'empowerment', it is necessary to 
define power. The concept of power in Political Sociology can be best understood 
by Max Weber who had the largest influence on the sociological study of power to 
which he assigned a wide significance in every major social domain. Weber's off-
quoted definition of power is as follows: "In general, we understand by 'power' 
the chance of a man or a number of men to realize their own will in a social action 
even against the resistance of others who are participating in the action" (Weber, 
1978: 926). The conception of power referred to here is power that some have 
over others- where one person or grouping of people, is able to control in some 
way the actions or options of others. Power is a finite resource so that some have 
power to the extent that others are without are without it, the more power some 
have, the less others have of it. There are some who are relatively powerless and 
there are others who have relative power. This concept of power is constructed on 
this 'power over' view of power. 
Empowerment is derived from the word 'power' as used above. The prefix 
'em' is attached to the noun 'power' to create a verb. According to Webster's New 
World Dictionary (1982), this prefix is used to form verb meaning 'to make, make 
into or like, cause to be'. Thus, 'to empower' is to make or cause power. Power is 
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given or granted but power must be developed or taken by the powerless 
themselves, as well as being granted. It is possible both for individuals or groups 
to empower themselves as well as being the recipients of power bestowed by 
others. The noun 'empowerment' which is not listed in Webster's New World 
Dictionary (1982) refers to the process by which power is gained, developed or 
given. A group moves from a condition of relative powerlessness to relative power 
through the empowerment process. The view is that women should be empowered 
and they should be given the chance to bring about a change in power relations. 
Most writers on 'empowerment' or 'women's empowerment' emphasise a 
change in power relations in their definitions so that there is more equality. 
According to S.L. Sharma (2000: 22), "Women's empowerment signifies increase 
in women's power to achieve equality with men". According to Chandra (1997), 
"Empowerment in its simplest form means the manifestation of re-distribution of 
power that challenges patriarchal ideology and the male dominance". According to 
Kumar and Rani (2001), "Empowerment means empowering women socially, 
economically and politically so that they can break away from male domination 
and claim equality with them". According to Kabeer (1990: 8), "it is a radical 
transformation of power relations between men and women 'so that women have 
greater power over their lives and men have less power over women's lives". 
According to Watliwala (1995: 23), "the process of challenging power relations, 
and of gaining greater control over the resources, may be termed as 
empowerment". According to Sharma (1996), "The term empowerment refers to a 
range of activities from individual self- assertion of collective resistance, protest 
and mobilization that challenge basic power relafions". According to Beteille 
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(1999: 591), "...the main point beliind empowerment is that it seeks to change 
society through a re- arrangement of power". According to Morgan and Woolman 
(1989: 197), " the concept of empowerment has been defined as a spectrum of 
political activity ranging from acts of individual resistance to mass political 
mobilization that challenge the basic power relations in our society. The concept 
connotes attempt to change the social and economic institutions that embody the 
basic power relations in our society". According to Parthasarthi (2002:17), 
"Empowerment is all about power for so long powerless and changing hitherto 
biased balance of power". Bhasin and Dhar (1998: 17), "Empowerment is an 
ongoing and dynamic process, which enhances women's and any other 
marginalized and alienated group's ability to change the structures and ideologies 
that keep them subordinate Empowerment is therefore clearly 
concerned with power, and particularly with power relations- and the distribution 
of power- between individuals and groups", 
A few writers on 'empowerment' or 'women's empowerment' further 
elaborate the change in power relations so that there is more equality given in the 
above definitions so as to define the concept in terms of the capacity or ability to 
participate in decision making so as to be able to challenge the structure of male 
domination or patriarchy. According to Sahay (1998: 22), "Empowerment is a 
process of awareness and capacity building leading to greater participation, to 
greater decision- making and control, and to transformative action". According to 
Mandal (2004: 65), "Empowerment is thought to be an enabling process for full 
participafion in formulation, execufions and evaluation of decisions determining 
the function and efficiency for the society. Development strategy accordingly 
116 
stresses that so far subdued sections must have access to decision making and this 
would facilitate their awareness of inequality, capacitate them to force a change in 
those spheres where they have felt the punch....The goal of empowerment is to 
challenge the subordination and subjugation and transform the structure, system 
and institutions, which have acted against women". According to Chugh (2004: 
35), "Empowerment implies that women have the power and authority to influence 
the decision- making bodies. They have equal share not only in carrying out the 
decisions but also in shaping and formulating these decisions. They are involved 
in the process of decision making may it be home, institutions or the political 
bodies. Empowerment therefore implies changing the status quo and challenging 
patriarchal form of society at all levels: family and societal level to institutional 
and power structures". 
Thus empowerment is used for groups which are powerless such as women 
to signify not only a change in power relations so that there is more equality but 
also the ability or capacity to challenge the structure of male domination or 
patriarchy by participating in decision- making. This concept of empowerment has 
emerged recently in discourse on women and other weaker sections in India. 
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4 2 The Women's Empowerment In India 
The concern for women in India lias evolved through three phases: welfare, 
development and empowerment (Sharma, 2000: 30). While women have for a 
long time been assigned an inferior status in Indian society sanctioned by religion 
and law, it was the new economic, legal, educational and ideological forces 
unleashed by the British rule in the 19"^  century which brought about an awareness 
of this inferior status of women (Desai, 1984:273). Women suffered from many 
unequal and unjust customs and practices such as sati, child marriage, denial of 
widow remarriage, pardah, female infanticide, temple prostitution and denial of 
right to education. The awareness of these evils engendered socio- religious 
reform movement such as Brahmo Samaj, Prarthna Samaj, Arya Samaj and Ram 
Krishna Mission which were led by enlightened Indians such as Raja Ram Mohan 
Roy, M.G. Ranade, Dayananda Saraswati and Swami Vivekananda. These 
movements influenced the British government to get laws passed for the welfare 
of women so that the unfair and unjust customs and practices may be removed 
(Desai, 1984:281-286). Examples of such social legislations for the welfare of 
women were 'The Prevention of Sati Act 1829', 'Widow Re- marriage Act 1856', 
'Female Infanticide Prevention Act of 1870', 'The Civil Marriage Act 1872', 'The 
Special Marriage Act 1873', 'Devadasis or Prostitution Act 1925', 'The Sharda 
Act 1929 or Restraint on Child Marriage Act 1929', 'Hindu Married Women's 
Right to Separate Residence and Maintenance Act of 1946', 'Minimum Wages 
Act 1948'. 
Social legislation for the welfare of women continued after independence 
with the adoption of the Constitution in 1950. The attainment of equality, freedom, 
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justice and dignity is a goal which is laid down in the preamble, fundamental 
rights, and the directive principles of state policy. These influenced the 
government to get the laws passed for the welfare of women such as- 'Special 
Marriage Act 1954', 'Hindu Marriage Act 1955', 'Hindu Adoption and 
Maintenance Act 1956', 'The Suppression of Immoral Traffic in Women and Girls 
Act 1956' (later on named as 'The Immoral Traffic (Prevention) Act 1986'), 
'Dowry Prohibition Act 1961', 'Maternity Benefits Act 1961', 'Medical 
Termination of Pregnancy Act 1971', 'Equal Remuneration Act 1976', 'The 
Child Marriage Restraint (Amendment) Act 1978', 'The Dowry Prohibition 
(Amendment) Act 1984', 'The Family Courts Act 1984'. 
The 'First Five Year Plan' (1951-56) was formed to implement the welfare 
approach for women and to fulfil this 'The Central Social Welfare Board' 
(CSWB) was created in 1953. The thrust of such schemes was on providing 
primary health care facilities such as maternity and nutrition, apart from meeting 
special needs of the women in distress (Sharma, 2000:30). The stress was on the 
organisation of women in Mahila Mandals or women's club. The 'Second Five 
Year Plan' (1956-61) also laid emphasis on the welfare approach. It is important to 
note that in the 'First Five Year Plan' women were not all visualized as workers. It 
was only in the 'Second Five Year Plan' that women became visible as workers 
and along with it their handicap as industrial workers was also recognized. Thus 
this plan was concerned to some extent to the economic development of women 
and so it recognized the discrimination against women in the labour market. To 
combat this discrimination, welfare provisions like training facilities, maternity 
benefits, and creches for children of working mothers and possibility of part time 
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employment were introduced (Goel, 2004:24). This emphasis on welfarism was 
also a feature of the 'Third', 'Fourth' and 'Fifth Five Year Plan' (from 1956 to 
1979) [Sharma, 2000:30]. 
It was only in the 'Sixth Five Year Plan' (1980- 85) that there was a shift 
from women's welfare to women's development. This was the result of the 
revelations of the 'Towards Equality' Report of the National Committee on the 
Status of Women in India (1971- 74) submitted in 1974. This report indicated an 
absence of women's perspective in the overall development planning and the 
indifference of policy makers and planners to women's issues. This resulted in the 
report grimly concluding that after three decades of planned development there 
was a decline in the economic participation of women. It noted a marginalization 
and impoverishment of the vast majority of women and their exclusion from the 
process of modernization and development. The Report concluded: "For instance, 
while the large masses of our women had been full partners in the productive 
process in the traditional economy, the advancing trend of development and 
modernization has eliminated many of their traditional avenues of employment. At 
the same time, the lack of literacy and vocational training has prevented their 
absorption in the modern economy which is developing throughout the country" 
(NCSWI, 1974: 3). Apart from pointing to the adverse impact of modernization 
and development on the economic participation of women, the NCSWI (National 
Committee on the Status of Women in India) also undertook a comprehensive 
examination of all aspects relating to the status of women and it found that women 
were suffering from various imbalances and disparities in all aspects of life such 
as declining sex ratio, lower expectancy of life, higher maternal mortality, low 
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literacy level, rising migration, lack of the equal rights to women for divorce and 
re-marriage and increasing incidence of violence against women. This shows that 
it was not enough to treat women as targets of welfare programmes and so the 
'Sixth' and 'Seventh' plans (1980- 90) envisaged that women must be treated as 
partners in development so as to bring about a change in all aspects of their life. 
The concern for women's development became quite evident in the 'Seventh Five 
Year Plan' (1985- 90), as was shown in its stress on 'Socio-Economic 
Programmes for Women' (Sharma, 2000: 30). 
One crucial report to come out in this period of the 1980s was the 
'Shramshakti Report' on self- employed women and women in the informal sector 
that was published in 1988. The report was intended to show women's extremely 
vulnerable working conditions across diverse occupations under high levels of 
discrimination, as well as the range of health hazards women were exposed to on 
an everyday basis. The recommendations of this report included enlarging the 
definition of work to encompass all women engaged in production and 
reproduction, recognising women's position as major rather than supplementary 
wage earners, and finding strategies to enhance women's control over and 
ownership of resources (John, 1996: 3074). The recommendation to find strategies 
to enhance women's control over resources was the basis of the shift from 
development to empowerment of women. The 'Eighth Five Year Plan' (1992-97) 
promised to ensure that the benefits of development from different sectors do not 
bypass women. Women could be enabled to function as equal partners in the 
developmental process by a strategy to enhance women's control over resources. 
This empowerment of women was implemented through the 73^ "^ and 74"^  
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Amendments (1993) to the Constitution of India providing for reservation of seats 
in tlie local bodies of Panchayats and Municipalities for women, laying a strong 
foundation for their participation in decision- making and control over resources at 
the local levels (Sharma, 2000: 31). The passing of the IV^ and 74"' Amendments 
represented an effort for women's empowerment which was sponsored by the 
state. Efforts for women's empowerment are likely to succeed only if they are 
made by women themselves. The participation of women in economic activities 
outside the home is one crucial way in which women can empower themselves 
and gain control over resources. 
The participation of women in economic activities, particularly outside the 
home, is often posited as a crucial enabling factor for the empowerment of 
women. Not only is economic independence and greater self- reliance important 
for gaining control over resources but also it is the sense of self- worth which is 
the key to their empowerment. In India the labour force participation of women is 
very low. As per 2001 Census, the percentage of women in the labour force is 25.6 
per cent against 51.7 for men. The contribution of economic participation of 
women in India to their empowerment has to be viewed against the fact that the 
majority of women work in rural areas as agricultural workers (38.9 per cent 
against 20.80 per cent men). The work is unskilled and low paying and so its 
contribution is precious little to the enhancement of women's status or power in 
the tradition bound rural areas. The economic participation of women contributes 
to the improvement of women's position and their empowerment largely in the 
modern sector in urban areas which is formal and better paying. It enables women 
to come out of their homes and exchange their views which enable them to 
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become aware of their position vis-a-vis men in many areas of social life. 
Information technology presents unique opportunity for the economic participation 
of women and their empowerment. It promises better pay prospects, 
communication with outside world, easy access to information transcending social 
restrictions and increase control over resources. The employment of women in the 
ITES- BPO sector is better paying than other sectors of economy for women with 
limited skills. 'Minimum wages in India is just over Rs. 1,000 per month; in the 
ITES- BPO sector, however, monthly wages range from Rs. 5,000 to Rs. 15,000 
per month' (Kelkar, et al. 2002: 69). Women's employment outside home also 
exposes them to the world outside the household and gives them a support system 
other than the kin- group. It is estimated that women constitute 35 per cent of the 
total IT workforce, which is higher than their participation in the national 
economy as a whole now at 25.6 percent (Census of India, 2001; NASSCOM, 
2008). Better pay and more employment for women in ITES- BPO sector show the 
potential of this sector for women's empowerment. 
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4.3 Information Technology Development and 
Women's Empowerment 
There are two perspectives among sociologists about the significance of 
Information Technology for social relationships. According to first perspective, 
technology is the decisive agent for bringing about change in social relationships 
& regards the 'information society' as the new form of society. According to 
second perspecfive, technology is not independent of social relationships and 
information society is not a new form of society but there is continuity in social 
relationships without a break with the past. 
According to the first perspective, Information Technology opens up new 
avenues of economic participation of women leading to their empowerment so that 
they can negotiate for greater equality with men in the family, community and 
work place. Vijaybhaskar & Gayathri (2003: 2363) say that 'today, women are 
playing an important role in IT sector as employers, employees, entrepreneurs as 
well as civil society activists among others. Thus, information technology is seen 
as providing a panacea for existing social inequalities between men & women and 
for women's empowerment. The attention has been focused upon the ability of 
information technology to provide qualitatively enriching work, especially to 
women, thereby undermining traditional inequalities between men & women'. 
Swasti Mitter & Cecilia Ng (2005: 10) say that 'IT brings relatively better 
incomes, some degree of mobility, personal freedom and the decision making 
capacity within the family and work place'. The women working in export 
oriented industries such as Call Centres are not 'oppressed & marginalized' but 
such employment liberate and empower them. They further pointed out that how 
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women in call centres have learnt new skills & are reshaping and remaking their 
work and lives (Ng & Mitter, 2005: 211). This is the view of Manuel Castells who 
says that technological change can also facilitate social change turning patriarchy 
into more equitable relations between men & women rather than reproducing the 
old order. Castells (2000) writes: "Technological change can also facilitate social 
change, turning patriarchy in to 'a contested domain rather than a sphere of 
cultural reproduction, leading to the fundamental redefinitions of gender relations, 
family and sexuality" (p. 2-3). 
According to second perspective, this possible empowerment of women is 
circumscribed by existing values, cultures & institutions and so Information 
Technology may not neutralize the inequality between men & women but may 
reproduce it. This is because women are embedded in a patriarchal context and so 
Information Technology may not lead to the empowerment of women 
(Vijaybhaskar & Gayathri, 2003: 2360). Several scholars & activists have raised 
concerns about the problems associated with the Information society, especially 
with the masculine nature of Information Technology, the patriarchal structure 
within which it is introduced, feminization of low skilled IT jobs, the unequal 
gendered access to technological education, and the degradation & devaluation of 
women employed in IT sector is a continuation of unequal division of labour 
between men and women in industrial society (Mitter & Ng, 2005: 9). A recurring 
refrain is that women's work tends to be low-end, low skilled, repetitive and with 
little opportunities of career advancement recreating the pattern already observed 
in manufacturing production (Mitter, 2004: 5-30). While women successfully 
acquire basic computer skills through economic participation, it has been pointed 
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out that the feminization of these low-end jobs, an undervaluation & exploitation 
of women's labour giving rise to terms such as 'cyber coolies & offshore 
proletariat'(Ng & Mitter,2005: 210). Although ITES-BPO sector particularly 
call centres have the potential of opening employment opportunities for women 
unlike the traditional manufacturing sector, yet women's scope in job is extremely 
constrained due to atypical timings of the work which make it impossible for 
women to continue in the job because of their domestic commitments. The stress 
& strain of the odd working hours lead to situations where the women can not 
carry on, especially during pregnancy (Ramesh, 2004: 497). 
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5 1 The Field Setting 
This is a study of the impact of employment in ITES-BPO sector on 
women's empowerment in Delhi. The universe of the present study is Delhi. 
Delhi has been chosen as a universe of study for many reasons. First, Delhi is the 
capital city of India and the headquarter of ITES- BPO companies. It is also the 
home of NASSCOM (National Association of Software and Services Companies). 
Second, there is rapid development of software services sector in Delhi because of 
the policies of the Delhi Government and that of Government of India. Third, it is 
one of the most controversial cities as far as women's issues are concerned. Day in 
and day out dowry deaths, bride burning, violence against women, sexual 
harassment in public places like buses, markets, movie halls and tourists places 
happen in Delhi. Lastly, Delhi has one of the lowest sex ratios in India with 821 
women per 1000 males. 
Few cities in the world can compete with Delhi as being the capital of a 
great country for so many centuries. Delhi has perhaps seen more history than any 
other city in India. According to one tradition accepted by Cunningham, Delhi 
derived its name from Raja Dilu or Dhillu whose period of reign is not definitely 
known. According to another tradition supported by an inscription in a village 
'Sarban' in Delhi, Delhi was founded by Tomaras, the Tunwar Rajputs (Bhatt, 
1997: 39). The historic entity of Delhi has, however, remained unchanged since it 
was first created as an independent kingdom by the Tomars in 736 A.D. and 
gradually it became the principal city of India and eventually its capital. 
Thereafter, Delhi seems to have flourished as the centre of Hindu empires and 
grew in importance because of its strategic position. Delhi changed hands at the 
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end of 12"^  century and passed into the hands of Muslim conquerors. Historically 
the city has long since been the foremost in political importance with successive 
Muslim dynasties choosing it as their seat of power between the 13"^  and the 17"^  
centuries (Bhatt and Bhargava, 2005: 17). 
The city of Delhi passed into the hands of the British in 1803 but it was 
only in 1911 that the capital of British Empire was shifted from Calcutta (Kolkata) 
to Delhi in view of Delhi's prestigious position. This prestigious position 
continued as Delhi became the capital of independent India. After independence, a 
kind of autonomy was conferred on the capital but it largely remained a chief 
commissioner's regime. In 1956 Delhi was converted into a Union Territory under 
a Lt. Governor. In 1991, the National Capital Territory Act was passed by the 
parliament and a system of diarchy was introduced under which the elected 
government was given wide powers; except law and order which remained with 
the central government. The actual enforcement of the legislation came in 1993 
with the state getting limited autonomy (Bhatt and Bhargava, 2005: 18- 20). 
Delhi is located 28.38 North latitude and 77.12 East longitude. Delhi's 
altitude ranges between 213 to 305 meters above the sea level. 
(http://www.mapsofmdia.com/lat_long/delhi/delhi.htm). As the capital city of 
India, Delhi lies in the north central part of India. It comprises 'New Delhi' and 
'Old Delhi'. The geographical area of Delhi is 1484 square kilometres. It is 
surrounded by the Indian States of Haryana on three sides West, North & South, 
and Uttar Pradesh on the eastern part across the holy river 'Yamuna' 
(http://en.wikipedia.org/wiki/Delhi). The city has exploded in all directions and 
has become an industrial and commercial hub of North India. Therefore, it has a 
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fast growing population because of a large number of migrants including women 
viz, industrialists, entrepreneurs, traders and labourers from all over India. 
Currently, Delhi is divided into nine districts. As far as the demographic situation 
is concerned, the population of Delhi is growing very fast. The population 
characteristics are as follows: 
Table 5.1: Population Characteristics of India and Delhi. 
State/UTI 
India 
Delhi 
Total 
Population 
1,027,015,247 
1,37,82,976 
Males 
53,12,77,078 
75,70,890 
Females 
49,57,38,169 
62,12,086 
Sex Ratio 
933 
821 
Source: Census of India 2001, Series 1, pp. 101-22. 
Table 5.2: The Literacy Rate and the Density of Population in Delhi and India. 
State/ 
UTI 
India 
Delhi 
Total 
Literacy 
64.80 % 
81.82 % 
Male 
Literacy 
75.30 % 
87.37 % 
Female 
Literacy 
53.70 % 
75.0 % 
Density of 
population 
324 
9294 
Source: Census of India 2001 
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Table 5.3: Decadal Growth Rate of Population: 
State / UTI 
India 
Delhi 
1981-1991 
23.85 % 
51.45 % 
1991-2001 
21.35 % 
46.31 % 
Source: Census of India 2001 
Table 5.4: Rural- Urban Population of India and Delhi: 
State/UTI 
India 
Delhi 
Total Population 
1,027,015,247 
1,37,82,976 
Rural 
742, 490, 639 
877, 196 
Urban 
286, 119,689 
12,905,780 
Source: Census of India 2001 
Table 5.5: Work Participation Rate in 2001: 
State/ UTI 
India 
Delhi 
Persons 
39.1 % 
32.80 % 
Males 
51.7 % 
49.0 % 
Females 
25.6 % 
10.0 % 
Source: Census of India 2001 
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The above tables show that the total population of Delhi as on P' March, 
2001 swelled to 1, 37, 82, 976. In terms of population, it holds the top position 
among Union Territories and ranked eighteenth among the States of India. The 
density of population in Delhi (9294) is the highest among all states and Union 
Territories. The total literacy rate of Delhi rose to 81.82 per cent in 2001 from 
75.29 per cent in 1991. It is also evident that the decadal growth rate of population 
is declining over the decades. During the period 1981- 1991, the decadal growth 
rate of population in Delhi was 51.45 per cent against the national average 23.85 
per cent and it came down to 46.31 per cent during the period 1991- 2001 against 
the national average 21.35 per cent during the same period. Delhi is primarily an 
urban area with the percentage of urban residents being as high as 94 per cent as 
against the National average 26 per cent. As per the Census of India 2001, the 
female work participation rate in the State of Delhi is 10.0 per cent against the 
national average now at 25.6 per cent. 
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5 2 Research Design 
The term 'design' means, 'drawing an outline or planning or arranging 
details'. It is process of making decisions before the situation arises in which the 
research has to be carried out. Research design is thus a detailed plan of how the 
goals of research will be achieved (Ahuja, 2003: 120). William Zikmund 
(1948:41) has described 'research design' as a master plan specifying the method 
and procedure for collecting and analyzing the needed information. As Sellitiz, 
Jahoda, Destsch and Cook describe, "A research design is the arrangement of 
conditions for collection and analysis of data in a manner that aims to combine 
relevance to the research purpose with economy in procedure" (Sellitiz, Jahoda, 
Destsch and Cook, 1969: 50). 
As the research differs in terms of purposes, the designing can not be 
uniform. The impact of development of IT-enabled Services (ITES) sector on 
women's empowerment has hitherto remained unexplored area of research in India 
& so there is need for exploratory research design. The exploratory research 
design is mainly concerned with gaining familiarity with a problem or to formulate 
it more precisely. It is carried out when there is not sufficient information 
available about the issue to be studied or in other words the researcher has either 
no knowledge or limited knowledge (Wilkinson & Bhandarkar, 1988:103-104). 
Sellitiz, Jahoda and Cook (1966) have suggested that 'the exploratory research 
design is necessary for giving insights by the analysis of a number of cases' (59-
60). The scientists working in relatively unexplored areas, where there is little 
experience to serve as guide, have found it particularly fruitful method for 
stimulating insights by the analysis of a number of cases. They use the case study 
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method with a view of describing qualitative aspect of social life, which can not be 
captured merely by statistical methods. This method is useful in describing 
characteristics of whole unit by studying few cases to assume that they represent 
the whole unit (Goode & Hatt, 1952: 314). When the problem is too complex to be 
understood simply on the basis of available statistical data, then the case study 
method affords a deeper and better understanding of the phenomenon. Burgess has 
highlighted the special potency of the case materials for understanding complex 
behaviour & situations in specific detail. It is most appropriate when one is trying 
to find clues & ideas for further research (Wilkinson & Bhandarkar, 2005: 257). 
The intensive study of the selected cases of 32 women working in ITES-
BPO sector in Delhi was conducted during the period w.e.f. September 2007 to 
December 2007 by in-depth interviews using semi- structured interview schedule 
& non- participant observation. In conducting the interviews, the experiences of 
women were collected about how they perceive their work and their lives & how 
they engage with challenges in these new work places. This qualitative study of 
empowerment of women working in the ITES-BPO sector on the basis of the 
experiences of the women themselves is likely to be more useful than a 
quantitative study based on the expansion in the number of women working in this 
sector. These perceptions are more likely offer further insights that large-scale 
quantitative studies may miss, or at best treat as peripheral in understanding the 
complexities of the impact of new technological change on women in India. 
The study has the following objectives in order to understand the impact of 
ITES-BPO sector on the situation of women and extent of women's 
empowerment: 
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1. Studying the social, economic and educational background of women 
employed in ITES-BPO sector in Delhi. 
2. Studying women's evaluation of their job to indicate their empowerment as 
a result of their employment in ITES- BPO sector. 
3. Studying the change in women's life to indicate women's empowerment in 
the family and workplace as a result of their employment in ITES- BPO 
sector. 
4. Studying the change in women's role, freedom of movement, freedom to 
take decisions to indicate women's empowerment in the family and 
workplace as a result of their employment in ITES- BPO sector. 
5. Studying the change in the attitudes of family members, co-workers and 
management towards women to indicate women's empowerment in the 
family and workplace as a result of their employment in ITES- BPO sector. 
The field work is the most crucial as well as difficult part of the research 
procedure. The success of field work depends on the confidence created by the 
investigator in the respondents. The problem that emerges is to obtain continued 
acceptability and rapport for proper response. The drawback with the women 
working in call centres was that they were reluctant to answer the questions about 
their personal and family matters. It is only when they were directed by the 
'Manager' and 'Team Leaders' of the call centre that they agreed to be 
interviewed. Most of the respondents were very co- operative when it was 
explained to them that it is purely an academic exercise and has nothing to do with 
governmental matters and their personal identity and other information would be 
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held strictly confidential. For the purpose of interview both their local language as 
well as English was used as a medium of conversation and every item of the 
interview schedule was explained before the respondents, where ever they felt 
difficulty to understand its meaning and contents. At the outset, some questions of 
general nature were asked and gradually they were reconciled to more personal 
questions. This technique made the respondents feel relieved so as to reveal fact 
more comfortably. The main constraint in doing field work was that the 
respondents could not spare the time to answer all questions in one- interview and 
so they had to be contacted again and again for completing the interview schedule. 
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is exactly her desired level of education, and says that her parents motivated and 
inspired her in every manner from education to employment. She joined this call 
centre to explore her technical skills and to boost up the income of her family and 
also because of the brand name of the company. This is her second job. She got 
SAP training (a process- related training) plus call master and soft skills plus 
GSPN plus website training for this job. Previously she worked with innodate' as 
a content writer for 10 months in Delhi. She left her first job because her mother-
in- law was ill and she had to go to Punjab to look after her. She is satisfied with 
this job because she likes the working environment and in her opinion it is the best 
place to work. She does not like the shift timings and says that it is really very 
hard to reach the office by 8:45 AM. She also does not like the target oriented 
stresses and pressures in this job. She explains that the very first view of the call 
board when red puts her under pressure. She minimises and overcomes her 
stresses and pressures by taking every call as the first call of the day. She does not 
want to leave this job but wants to make it as her career. She considers her future 
prospects in this job as very high and wants to be in a higher position in this 
company. 
As a married working woman, this job according to her is compatible with 
her married life as she and her husband get ample time to spend with each other. 
She finds the household chores manageable because her husband helps her in 
performing the household chores. Therefore, she feels that her work is not a 
burden to her. Her husband has positive attitude towards her job and wants her to 
continue with it as long as she desires to do so because it supplements his own 
income. This job has brought about some changes in her social and personal life as 
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she does not get enough time to meet her friends and relatives but she has gained 
in self- confidence. She has freedom to take decisions for her self. She thinks that 
she gets more respect in the family as well as in society after being in this job. 
This job has given her more freedom of movement without prior permission to 
visit friends or relatives. The decisions in her family about how much to spend and 
on what are being taken by mutual participation. She has time to spend on her own 
after being in this job. She thinks that equal importance should be given to the 
education of girls as on that of boys, and according to her, female foeticide should 
be abolished and she considers the law recently passed about the violence against 
women in the family (Domestic Violence Bill- 2005) as very good measure and 
should be strictly implemented. She thinks that a husband is not justified in 
punishing his wife if she does not obey or neglects the house or children as he is 
equally responsible. He should not punish his wife rather try to resolve the 
problem. Her bank account is single but she does not have any self-acquired 
property / assets from her own income. Her co- workers have friendly and 
supportive attitude towards her. The management of the call centre also has 
positive and motivating attitude towards her and therefore being a women she does 
not face any problem in the workplace. She explains the difference between her 
and a non-working woman as- 'she is pretty confident, independent, and 
interactive to different kind of persons but a non- working woman seems to be 
shy and is not able to interact with anyone'. She further explains the difference 
between her and the male colleagues as- 'women are more responsible than male 
colleagues because we are not only performing our jobs efficiently but also 
managing our family life and household chores. 
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Case Study No- 03 
She is a 25 year old married woman from Delhi. She is working in a 
permanent job as an HR Manager in a call centre in Delhi for three years with the 
salary of Rs. 25, 000/- per month (in hand) plus incentives. She hails from 
Christian community. She is married to a 'Graphic Designer' from Delhi for two 
years and has no children. She and her husband are working in the same call 
centre. Her husband did his B.Com. from the 'University of Delhi', Delhi and his 
salary is Rs. 30, 000/- per month plus incentives. She lives in a joint family and 
prefers to live in joint family. She completed her schooling in an English medium 
school named 'C.S.K.M. Public School, Satbari, Mahrauli' in Delhi and did her 
Graduation in English medium from the 'University of Delhi', Delhi. 
She works both in day- and night-shifts and her husband and her husband 
and other family members do not have any problem with the working in night-
shifts because her husband also works with her in the night- shifts in the same call 
centre. She is satisfied with her education and her parents supported a lot during 
her education in every possible manner. She joined this call centre industry 
because it was her own wish to be an earning member of the family and so to 
become independent. This is her second job. She got process training for this job. 
Previously she worked in an international call centre for two years in Delhi as a 
'Customer Support Associate' with a salary of Rs. 10,000/- per month (in hand) 
plus incentives. She left her first job because the salary was less and she joined 
this call centre because this is a leading international call centre with a brand name 
which provides performance oriented quick- fire growth, splendid pay package, 
stability and a professional environment in which she can fulfil her ambifions. She 
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is satisfied with this job because she likes everything in this call centre. She does 
not have any stresses and pressures in this job because she says that pressures and 
stresses are only for those who feel them but she enjoys them. She does not want 
to leave this job but wants to make it as a career. She considers her future 
prospects in this job as very high and wants to a Manager in this company. 
As a married woman, this job according to her is compatible with her 
married life as she and her husband get sufficient time to spend with each other 
because they work in the same call centre. She gets sufficient time to perform the 
household chores, and her husband and family members help a lot in the 
performance of household chores. Therefore, she does not find it difficult to 
balance her job with the performance of household chores. Her husband and 
.family members have positive attitude towards her job because it supplements her 
husbands' income. This job has brought about some changes in her social and 
personal life as she does not get sufficient time to visit her friends or relatives. It 
has given her self- confidence and more freedom to take decisions for her self She 
thinks that she gets more respect in the family as well as in society after being in 
this job. She has now more freedom of movement without prior permission to visit 
friends or relatives. She has more say in the family matters and the decisions in her 
family about how much to spend and on what are being taken by mutual 
participation. She has more freedom to spend time on her own. She prefers her 
husband for an outing. She thinks that as much money should be spend on the 
education of girls as on that of boys and she gives equal preference to both male 
and female child. She considers the law recently passed about the violence against 
women in the family (Domestic Violence Bill- 2005) as a step in the right 
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direction. She thinks that a husband is not justified in punishing his wife if she 
does not obey or neglects the house and children because it is the responsibility of 
both. Although her bank account is joint but she has assets and self- acquired 
property from her own income. Her co-workers have friendly attitude towards her. 
The management of the call centre also have co- operative and respectful attitude 
towards her and therefore being a women she does not face any problem in the 
workplace. She does not feel any difference between her and her male colleagues. 
She considers the difference between her and a non- working woman as- "she is 
independent and confident whereas a non- working woman is always dependent 
on others'. 
Case Study No- 04 
She is a 26 year old unmarried woman from West Bengal. She is working 
in a temporary job as a "Customer care Executive' in a call centre in Delhi for two 
weeks with a salary of Rs. 8000/- per month plus incentives. She hails from Hindu 
community and her cast is Brahmin. She lives in a nuclear family with her 
divorced mother, who is a housewife in Delhi, and her preference of the family 
type is nuclear family. She completed her schooling in an English medium school 
named 'Himani Boarding School, Kurseong and did her B.A. in English medium 
from "IGO College', Kurseong, West Bengal. 
She works only in day- shifts and prefers day- shifts because her mother does 
not feel comfortable with the night- shifts. She is satisfied with her education and 
her mother helped her in all respects from education to employment. She joined 
this call centre just to earn a stable income. This is her second job. She is still 
getting training tbr the "Samsung Process' a kind of product training for this job. 
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Previously she worked for four and half years as a 'back office executive' in 
another call centre in Delhi. She left her first job because she had to go to her 
home town and she was not permitted to take leave. She is satisfied with this job 
because she likes the working environment of this call centre and considers it a 
right place to earn money and enjoy life. She is learning to deal with stresses and 
pressures in this job. She does not want to leave this job but want to make it a 
career. She thinks her future prospects in this job as very high. 
As an unmaiTied woman, this job according to her is compatible with the 
performance of household chores. She gets sufficient time to perform the 
household chores and her mother helps her in the every manner. Her mother has 
positive attitude towards her job. This job has brought about some changes in her 
social and personal life as she does not get sufficient time to visit her friends and 
relatives. She thinks that this job has cut down her social circle. This job has given 
her a lot of self confidence and now she has freedom to take decisions for herself 
She thinks that she gets more respect in the family as well as in society after being 
in this job. She has now more freedom of movement without prior permission to 
visit her friends or relatives. The decisions in her family about how much to spend 
and on what are being taken by mutual participation. She has time to spend on her 
own. She thinks that equal importance should be given to the education of girls as 
on that of boys and according to her both should have equal rights and should be 
treated equally. She considers the "Domestic Violence Bill- 2005' as the best law 
for protecting the interests of women. She thinks that a husband is not justified in 
punishing his wife if she does not obey or neglects the house or children. Her bank 
account is single and she does not own assets and has no self- acquired property 
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from her own income. Her co- workers have good, understanding and co-
operative attitude towards her. The management of the call centre has very 
respectful attitude towards her and therefore being a woman she does not face any 
problem in the workplace. She explains the difference between her and a non-
working woman as- 'she is confident, good communicator and can take decisions 
for herself independently whereas a non- working woman is always dependent on 
others'. She considers no difference with her male colleagues. 
Case Study No- 05 
She is a 22 year old unmarried woman from Orissa. She is working in 
temporary job as a 'Customer Care Executive' in a call centre in Delhi for three 
months with a salary of Rs. 8, 500/- per month plus perks and rewards. She hails 
from Hindu community and her caste is Brahmin. Her father did his graduation 
and is a business man with an income of Rs. 22, 000/- per month, and her mother 
is 12"' pass and is a housewife. She lives in a nuclear family and her preference of 
family type is nuclear family. She completed her schooling in an English medium 
school named "Ashadham School', Vapi, Orissa and did her B.Sc. from the 
University of Delhi, Delhi. 
She works both day- and night- shifts and her parents have no problem with 
day- shifts or night- shifts. She is not satisfied with her education because she 
wanted to do M.B.A. in Human Resource (HR), yet she appreciates the role of her 
parents in education and employment and says that her parents were the main 
persons who were responsible for giving her such a nice education and 
employment. She joined this call centre just to do something new in her life and 
147 
just to enjoy the opportunity of IT revolution. This is her first job. She got process 
and product training for this job and learned that how to handle the customer's 
issues. Although she is satisfied with this job because she likes the working 
environment and the behaviour of her colleagues. She does not like the break 
timings in this job and said that workers are forced to maintain their break timings. 
She may leave this job if she got a better opportunity in another job. She considers 
her future prospects in this job as high and wants to be on a good post in this 
company. 
As an unmarried woman, she is able to balance her job with the performance 
of household chores because she gets sufficient time to spend on her own and says 
that more than her, her family members share the household chores. Her family 
members have positive attitude towards her job. This job has brought about some 
changes in her social and personal life as she does not get sufficient time to visit 
her friends or relatives, and also says that she has understood the value of money 
because of this job. This job has given her self- confidence and more freedom to 
take decisions for her self She thinks that she gets more respect in the family as 
well as in society after being in this job. She has now more freedom of movement 
without prior permission to visit friends or relatives. This job has not given her 
more say in the family matters and the decisions in her family about how much to 
spend and on what are being taken by mutual participation. She has time to spend 
on her own. She thinks that we should treat boys and girls equally, and hence 
equal importance should be given to the education of girls as on that of boys and 
considers the 'Domestic Violence Bill- 2005' as best in itself. She thinks that a 
husband is justified in punishing his wife if she does not obey or neglects the 
148 
house and children. Her bank account is single and she does not have any self-
acquired property or assets from her own income. Her co- workers have friendly 
attitude towards her. The management of the call centre is very co- operative 
towards her and therefore being a woman she does not face any problem in the 
workplace. She explains the difference between her and a non- working woman 
as- 'she is independent whereas a non working woman is dependent on others. She 
further explains the difference between her and her male colleagues as- 'she does 
everything with proper care and thinking whereas her male colleagues do not'. 
Case Study No- 06 
She is a 25 year old unmarried woman from Rohtak, Haryana. She is 
working in temporary job as a "Customer Care Executive' in a call centre in Delhi 
tor fifteen days with a salary of Rs.l2, 000/- per month plus incentives. She hails 
from Hindu community and her caste is Bhatia. Her father is 12"^  pass and is not 
working due to illness, and her mother is also 12''^  pass and is a housewife. She 
lives in a nuclear family and her preference of family type is nuclear family. She 
completed her schooling in an English medium school named "Adarsh Seva Senior 
Secondary School'. Rohtak and did her B.A. from the 'Hindu College' of 
Maharishi Dayanand University, Rohtak, Haryana. 
She works only in day- shifts because her family members are not 
comfortable with the night- shifts. She is not satisfied with her education and her 
parents supported her in every manner from education and employment. She 
Joined this call centre because she wanted to be an independent girl and to support 
her parents financially. This is her second job. She is still getting training for soft 
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skills, process and product training for this job. Previously she worked in another 
call centre as a 'Back Office Executive' in Delhi for 3 years. She left her first job 
because her family changed the place of residence in Delhi. She is satisfied with 
this job because she likes the working environment of this call centre. She does 
not like the stresses and pressures and the break timings in this job. She is now 
learning to overcome the stresses and pressures in this job. She does not want to 
leave this job but wants to make this job as her career. She considers her future 
prospects in this job as very high and wants to become a manager in this company. 
As an unmarried woman, she does not find it difficult to perform the 
household chores as she gets sufficient time to spend on her own and can manage 
the household chores very easily. Her mother helps her in the performance of 
household chores. Her parents have no problem regarding her job rather they feel 
very proud of her job. This job has brought about some changes in her social and 
personal life as she does not get sufficient time to visit her friends or relatives. 
Therefore she thinks that this job has cut down her social circle. This job has given 
her self- confidence and more freedom to spend time on her own. She has now 
more freedom of movement without prior permission to visit friends or relatives. 
She has more freedom to take decisions for herself and thinks that she gets more 
respect in the family as well as in society after being in this job and has more say 
in the family matters. The decisions in her family about how much to spend and on 
what are being taken by mutual participation. She thinks that more importance 
should be given to the education of girls as on that of boys because girls can do 
better than boys and she thinks that boys and girls should be given equal 
preference and both must enjoy equal rights and she considers the 'Domestic 
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Violence Bill- 2005' as very good. She thinks that a husband is not Justified in 
punishing his wife if she does not obey or neglects the house and children as he is 
equally responsible. He should not punish but he should support her in every 
manner. Her bank account is joint and she has assets and self- acquired property 
from her own income. Her co- workers have very good, understanding and caring 
attitude towards her. The management of the call centre also has good, positive 
and respectful attitude towards her and therefore being a woman she does not face 
any problem in the workplace but she does not fee) comfortable in the bus / cab 
during night- shifts. She explains the difference between her and a non- working 
woman as- 'she is confident and independent whereas a non working woman is 
always dependent on her parents before marriage and on her husband after the 
marriage. She further explains the difference between her and her male colleagues 
as- 'Women are more responsible than male colleagues because women do their 
job as well as take care of the house. 
Case Study No- 07 
She is a 23 year old unmarried woman from Patna, Bihar. She is working in 
temporary job as a 'Customer Care Executive' in a call centre in Delhi for three 
months with a salary of Rs.9, 500/- per month plus incentives. She hails from 
Hindu community and her caste is Yadav. Her father is Graduate and is in service 
with a salary of Rs.7, 000/- per month and her mother is 12"' pass and is a 
housewife. She lives in a joint family and her preference of family type is nuclear 
family. She completed her schooling in an English medium school named "St. 
Lawrence English School". Delhi and did her 10+2 from the same school. 
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She works both in day- and night- shifts. She does not face much resistance 
from her family members regarding the day- shift or night- shift. She is not 
satisfied with her education because she wanted to do an M.A. from the University 
of Delhi and says that her parents did not support her for further education. She 
joined this call centre just to earn money. This is her first job. She got soft skills 
and process training in which she learned to handle customer's issues. She is 
satisfied with this job because she likes the working environment of this call 
centre. She does not like the shift and break timings in this job because the 
workers are being forced to maintaining their break timings. She overcomes her 
stresses and pressures in this job by talking to her colleagues in between the call 
breaks. She does not want to leave this job but wants to make this job as her 
career. She considers her future prospects in this job as very high and wants to 
occupy a good post in this company. 
As an unmarried woman, she does not find it difficult to balance her job with 
the performance of household chores and her family members share the household 
chores more than her. Her family members have very good attitude towards her 
job. She thinks that because of this job, she has understood the value of money. 
This job has brought about some changes in her social and personal life as she 
does not get sufficient time to visit her friends or relatives. This job has given her 
self- confidence and more freedom to spend time on her own. It has not given her 
more freedom of movement without prior permission to visit friends or relatives. 
She prefers family members for an outing. She has now more freedom to take 
decisions for herself and thinks that she gets more respect in the family as well as 
in society after being in this job but she does not has more say in the family 
152 
matters. The decisions in her family about how much to spend and on what are 
being taken by other family members. She thinlcs that equal importance should be 
given to the education of girls as on that of boys. However she prefers male child. 
She considers the 'Domestic Violence Bill- 2005' as the best law to the cause of 
womanhood. She thinks that a husband is not justified in punishing his wife if she 
does not obey or neglects the house or children as he is equally responsible for the 
same. Her bank account is single and she has assets and self- acquired property 
from her own income. Her co- workers have friendly attitude towards her. The 
management of the call centre also has co- operative attitude towards her and 
therefore being a woman she does not face any problem in the workplace but she 
does not feel very good in the bus /or cab at the time of pick and drop. She 
explains the difference between her and a non- working woman as- 'she is quite 
confident, self- decisive and independent but a non working woman is not 
confident, self- decisive and independent. She further explains the difference 
between her and her male colleagues as- "Women are more caring and efficient 
than men'. 
Case Study No- 08 
She is a 23 year old unmarried woman from Delhi. She is working in 
temporary Job as a 'Customer Care Executive' in a call centre in Delhi for two 
months with a salary of Rs.8, 500/- per month plus incentives. She hails from 
Hindu community and her caste is Jat. Her father is Graduate and a businessman 
with an income of Rs.40. 000/- per month and her mother is 12"' pass and is a 
housewife. She lives in a nuclear family and her preference of family type is 
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nuclear family. She completed her schooling in an English medium school did her 
B.A. from the University of Delhi, Delhi. 
She works only in day- shifts because her family members are not 
comfortable with the night- shifts. She is not satisfied with her education because 
she wanted to do post- Graduation. However her parents supported her in every 
manner from education and employment. She joined this call centre to gain 
experience and to earn money and also because of the brand name of the company. 
This is her second job. She is got process training for this job. Previously she 
worked in Star News Agency as a 'Customer Support Associate' for two years in 
Delhi. She left her first job because of both personal and professional reasons. She 
is satisfied with this job because she likes every thing in this job. She does not feel 
any stresses and pressures in this job. She does not want to leave this job but wants 
to make this job as her career. She considers her future prospects in this job as 
very high and wants to become a manager. 
As an unmarried woman, she does not find it difficult to balance her job with 
the performance of household chores. Her parents have positive attitude towards 
her job and feels very proud to her. This job has brought about some changes in 
her social and personal life as she does not get sufficient time to visit her friends or 
relatives. This job has given her self- confidence and more freedom to spend time 
on her own. It has given her more freedom of movement without prior permission 
to visit friends or relatives. She has more freedom to take decisions for herself and 
thinks that she gets more respect in the family as well as in society after being in 
this job and has more say in the family matters. The decisions in her family about 
how much to spend and on what are being taken by mutual participation. She 
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thinks that equal importance should be given to the education of girls as on that of 
boys and girls should be given equal preference. She is very happy with the 
'Domestic Violence Bill- 2005' and considers it very right. She thinks that a 
husband is not justified in punishing his wife if she does not obey or neglects the 
house and children. Her bank account is single and she does not have assets and 
self- acquired property from her own income. Her co- workers have very friendly 
attitude towards her. The management of the call centre also have friendly and 
very good attitude towards her and therefore being a woman she does not face any 
problem in the workplace. She explains the difference between her and a non-
working woman as- 'she is confident and independent and enjoys freedom 
whereas a non working woman lacks these things in her life. She considers no 
difference between her and her male colleagues and says that men and women are 
same in the workplace and do their respective duties with proper commitment. 
Case Study No- 09 
She is a 22 year old unmarried woman from Moradabad, UP. She is 
working in permanent job as a 'Customer Care Executive" in a call centre in Delhi 
for two and half months with a salary of Rs.8, 500/- per month plus incentives. 
She hails from Hindu community and her caste is Brahmin. Her father is B.Com. 
and a businessman with the income of Rs. 40, 000/- per month and her mother is 
M.A. and is a housewife. She lives in a joint family but her preference of family 
type is nuclear family. She completed her schooling in an English medium school 
named 'Wilsonia College, Moradabad", and did her B.A. from the Rohelkhand 
University, Barreilly. 
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Although she prefers to work both in day- and night- shifts but she works 
only in day- shifts because her family members do not feel comfortable with the 
night- shifts. She is not satisfied with her education because she wanted to study as 
much as possible and her desired level of education was an M.B.A. from a reputed 
institute. Her parents motivated and supported her in every manner from education 
and employment. She joined this call centre because she wanted to be an 
independent girl. This is her second job. She got accent and process training for 
this job. Previously she was in ICICI Prudential for one and half month. She left 
her first job because they did not give her salary properly and she joined this call 
just to gain experience in BPOs. She is satisfied with this job because she likes the 
atmosphere of the process. She does not like the stresses and pressures regarding 
leaves and break timings. She also complains that the workers do not have the 
fixed place to sit. She overcomes her stresses and pressures by talking to her 
colleagues. She wants to leave this job and does not want to make it as her career 
because she wants to do M.B.A. She may however, think of continuing in this job 
if there are good opportunities. She also does not want to change this job. 
As an unmarried woman, she is able to balance her job with the performance 
of household chores and does not find it difficult to perform them as she gets 
sufficient to spend on her own. Her family members help her in the performance 
of household chores. Her parents and family members have positive attitude 
towards her job. This job has brought about some changes in her social and 
personal life as she does not get sufficient time to visit her friends or relatives. 
Therefore she thinks that this job has reduces her social circle. This job has given 
her self- confidence and freedom to spend time on her own. It has not given her 
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more treedom of movement without prior permission to visit friends or relatives. 
She has more freedom to tal<e decisions for herself and thinks that she gets more 
respect in the family as well as in society alter being in this job but does not have 
more say in the family matters. The decisions in her family about how much to 
spend and on what are being taken by other family members. She says that we 
have to give equal perception regarding boys and girls, and equal importance 
should be given to the education of girls as on that of boys. She considers the 
'Domestic Violence Bill- 2005' as good and should be properly introduced in 
society. She thinks that a husband is justified in punishing his wife if she does not 
obey or neglects the house or children. Her bank account is single and she does not 
have assets and self- acquired property from her own income. Her co- workers 
have very supportive attitude towards her. The management of the call centre has 
CO- operative but professional attitude towards her and being a women she faces 
some problems in the workplace as she complains- 'some people try to ditch with 
girls. She explains the difference between her and a non- working woman as- "she 
is economically independent but a non- working woman is not so'. She further 
explains the difference between her and her male colleagues as- 'women are more 
responsible towards their job as well as home where as men are not so'. 
Case Study No-10 
She is a 21 year old unmarried woman from Kanpur, U.P. She is working 
in permanent job as a •Customer Care Executive' in a call centre in Delhi tor two 
months with a salary of Rs.8, 500/- per month plus incentives. She hails from 
Hindu community and her caste is Brahmin. Her father is Graduate and is in 
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private service with the salary of Rs. 28, 000/- per month and her mother is also 
graduate and is a housewife. She lives in a nuclear family and her preference of 
family type is nuclear family. She completed her schooling in an English medium 
school in Kanpur and did her B.Sc. from Kanpur University (C.S.J.M.), Kanpur. 
She works in day- shifts and prefers day- shifts because her family members 
do not feel comfortable with the night- shifts. She is not satisfied with her 
education because she wanted to do her Masters. However, her parents have 
always provided support and inspired her a lot in ever manner from education to 
employment. She joined this call centre Just to give financial support to her family 
and to get economic independence. This is her first job. She got process training 
for this job. Till now, she is satisfied with this job because she likes the working 
environment of this call centre. She also likes e- products, interacting e- people 
and learning more about life in this call centre. She does not like the time 
restrictions in shifts, breaks and leaves. She overcomes these stresses and 
pressures in this job by talking to her colleagues in free time. She does not want to 
leave this job but wants to make it as her career. She considers her future prospects 
in this job as very high and wants to become a Team Leader (TL) in this company. 
As an unmarried woman, she does not find it difficult to balance her job with 
the performance of household chores because her family members share the 
household chores. Her parents have positive attitude towards her job. This job has 
brought about some changes in her social and personal life as she does not get 
sufficient time to visit her friends or relatives because she has a very busy 
schedule. However, she has increased her interaction with people in the 
workplace. This job has given her self- confidence and more freedom to take 
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decisions for her self. She gets more respect in the family as well as in society 
after being in this job and of course more say in the family matters. She has the 
freedom of movement without prior permission to visit friends or relatives and the 
freedom to spend time on her own. The decisions in her family about how much to 
spend and on what are being taken by mutual participation. She thinks that as 
much money should be spend on the education of girls as on that of boys and she 
would give same preference to both male and female child. She considers the law 
recently passed about violence against the women in the family (Domestic 
Violence Bill- 2005) as very good and says that this Bill should be strictly 
introduced in the system and strict action should be taken against the violators. 
She thinks that a husband is not justified in punishing his wife if she does not obey 
or neglects the house and childi-en. Her bank account is single and does not have 
assets and self acquired property from her own income. Her co- workers have 
quite friendly and supportive attitude and very few have some attitudinai 
problems. The management of the call centre has very co- operative but 
professional attitude towards her and therefore, being a woman she faces some 
problems in the workplace as some people try to underestimate women. She 
explains the difference between her and a non- working woman as- 'she is 
economically independent and more confident whereas a non working woman is 
not so'. She further explains the difference between her and her male colleagues 
as- "she is more efficient, more hardworking and more concerned and devoted to 
her work both in office as well as at home whereas men are lazy, not so efficient 
and hardworking and of course are not so sincere and devoted to their work'. 
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Case Study No-11 
She is a 22 year old unmarried woman from Ghaziabad, U.P. She is 
worl<ing in a temporary job as a 'Customer Care Executive' in a call centre in 
Delhi for a month with a salary of Rs.8. 500/- per month plus incentives. She hails 
from Hindu community and her caste is Brahmin. Her father is Post- Graduate and 
is a retired principal of school who had a salary of Rs.l5, 000/- per month, and her 
mother is Graduate and also a retired principal who had a salary of Rs.lO, 000/-
per month. She lives in a nuclear family and her preference of family type is 
nuclear family. She completed her schooling in an English medium school in 
Noida. U.P. and did her M.A. from CCS. University, Meerut, U.P. 
She works only in day- shifts because her family members do not allow her 
to work in the night- shifts. She is satisfied with her education. Her parents played 
a very important role from education to employment. She joined this call centre to 
be independent and to support her parents. This is her second job. She got process 
training for this job. Previously she taught in a school for three years and then she 
joined another call centre in Delhi for six months. She left her first job because the 
salary was very low. She is satisfied with this job because she likes the working 
environment of this call centre. However, she does not like dress of the call centre 
workers. She also does not like the stresses and pressures as a result of target 
oriented schedule of this job. She overcomes her stresses and pressures in this job 
by maintaining the coolness of mind. She does not want to leave this job but wants 
to make it as her career. She considers her future prospects in this job as very good 
and wants to become the 'Head of the Department' in which she is working now. 
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As an unmarried woman, she does not find it difficult to balance her job with 
the performance of household chores. Her family members help her in the 
performance of household chores. Her parents have positive attitude towards her 
job. This job has brought about some changes in her social and personal life as she 
does not get sufficient time to visit friends or relatives. This job has given her self-
confidence and she has more and she has more freedom to spend time on her own. 
She has more freedom of movement without prior permission to visit friends or 
relatives. She has more freedom to take decisions for herself and thinks that she 
gets more respects in the family as well as in society after being in this job. She 
has more say in the family matters and the decisions in her family about how 
much to spend and on what are being taken by mutual participation. She thinks 
that as much money should be spend on the education of girls as on that of boys 
and she gives more preference to female child because in her opinion, girls 
understand the feelings of their parents. She considers the law recently passed 
about violence against women in the family (Domestic Violence Bill- 2005) as the 
wastage of time and is against of these laws for women. She thinks that a husband 
is justified in punishing his wife if she does not obey or neglects the house or 
children but he is authorised to do so only when he is also taking care of his 
family. Her bank account is single and she does not have assets and self- acquired 
property from her own income. Her co- workers have friendly and good attitude 
towards her. The management of the call centre also has friendly but professional 
attitude towards her and therefore being a woman she does not face any problem 
in the workplace. She explains the difference between her and a non- working 
woman as- 'she has more decision making power and is quite confident and 
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independent whereas a non- working woman does not have decision mal<ing 
power and is not confident and independent'. She feels no difference between her 
and her male colleagues. 
Case Study No-12 
She is a 30 year old married woman from Udaygiri, Kerala. She is working 
in a temporary Job as a 'Customer Care Executive' in a call centre in Delhi for the 
past two weeks with a salary of Rs.lO, 000/- per month plus incentives. She hails 
from Christian Community. She is married to a 'Marketing Executive' from 
Kerala for two years and she has one child. Her husband did his B.Com. and is 
now working in a company in Delhi with a salary of Rs.l4, 000/- per month plus 
incentives. She lives in a nuclear family but her preference of the family type is 
Joint family. She completed her schooling in an English medium school named 
"St. Thomas High School, Idukki', Kerala and did her B.A from 'M.G. University, 
Kottayam', Kerala. 
She works only in day- shifts and prefers day- shifts because she can not 
look after her child if she works in night- shifts. She is satisfied with her education 
and her parents motivated and inspired her in every manner from education to 
employment. She Joined this call centre to earn money with stability, dignity, and 
respect. This is her third Job. She is still getting training for 'Samsung Process', a 
kind of product training, for this Job. Previously she worked first, as a "secretary' 
for two years in a company and then she Joined another call centre in Delhi for a 
year. She left her earlier Job because of the fewer opportunities of career 
advancement and she Joined this call centre because of the better prospects in this 
Job and also because of the brand name of the company. She is satisfied with this 
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job because she likes the working environment of this caU centre. She does not 
like the shift timings and feels stresses and pressures to reach office by 8:45 AM 
or latest by 9:00 AM. She does not want to leave this job but wants to make it as 
her career. She considers her future prospects in this job as very high and wants to 
become a 'Manager' of this company. 
As a married woman with a child, this job according to her is not compatible 
with her married life because she fmds it very difficult to balance her job with the 
performance of household chores and rearing a child. Moreover, she does not get 
sufficient time to spend with her husband and to look after her child. Although, her 
husband helps with the performance of household chores, taking care of the child 
is her responsibility and she finds it difficult because of her shift- timings. Her 
husband has positive attitude towards her job because her income is needed by the 
family as a supplement to her husband's income. This job has brought about some 
changes in her social and personal life as she does not get sufficient time to visit 
her friends or relatives. She thinks that this job has cut down her social circle but it 
has also changed the way of her interaction. She gets more respect in the family as 
well as in society after being in this job. Although this job has given her self-
confidence and freedom to take decisions for herself but it has not given her more 
freedom of movement without prior permission to visit friends or relatives. She 
also does not have more freedom to spend time on her own, after being in this job. 
This job has given her more say in the family matters and the decisions in her 
family about how much to spend and on what are being taken by mutual 
participation. She thinks that as much money should be spend on the education of 
girls as on that of boys and she gives equal preference to both male and female 
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child. She considers the law recently passed about the violence against women in 
the family (Domestic Violence Bill- 2005) as very good. However she says that a 
husband is justified in punishing his wife if she does not obey or neglects the 
house or children. Her bank account is single and does not have assets and self 
acquired property from her own income. Her co- workers have co- operative 
attitude towards her. The management of the call centre has very good but 
professional attitude towards her and therefore being a woman she does not face 
any problem in the work place. She explains the difference between her and a non-
working woman as - 'working women are more confident and they know how to 
solve the problem but a non- working woman is not so'. She does not consider any 
differences with her male colleagues. 
Case Study No-13 
She is a 21 year old married woman from Dehradun, Uttarakhand. She is 
working in a temporary job as a 'Customer Care Executive' in a call centre in 
Delhi for two weeks with a salary of Rs.lO, 000/- per month plus incentives. She 
hails from Hindu community and her caste is Brahmin. She is married to a 
'Technical Support Executive' (TSE) from Delhi for three months and has no 
children. Her husband is Graduate in hiformation Technology (IT) and is working 
in another call centre in Delhi with a salary of Rs.22, 000/- per month. She lives in 
a nuclear family and her preference of the family type is joint family. She 
completed her schooling in an English medium school named 'Beverly Hills 
Public School', Dehradun and did her Graduation from the 'D.A.V. College'. 
Dehradun of the 'Garhwal University. Srinagar', Uttarakhand. 
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She works only in day-shifts and prefers day-shifts because her husband does 
not feel comfortable with the night-shifts. She is not satisfied with her education 
because she wanted to do her post- graduation from 'Garhwal University, 
Srinagar'. Her parents helped her a lot in every manner from education to 
employment. She joined this call centre to gain experience and earn money with 
stability, dignity and respect, and also because of the brand name of the company. 
This is her second job. She is still getting training for the 'Samsung Process', a 
kind of process and product training for this job. Previously she worked with 
another company as a "Councillor' for one year in Delhi. She left her first job 
because of her marriage. She is satisfied with this job because she likes the 
working environment of this call centre and in her opinion a right place to grow. 
She does not, however, feel comfortable with the shift- and break- timings as the 
call centre workers are being forced to maintain their working schedule. She is 
learning to overcome her stresses and pressures in this job. She does not want to 
leave this job but wants to make it as her career. She considers her future prospects 
in this job as very high and wants to become the Chief Executive Officer (CEO) of 
this company. 
As a married woman, this job according to her is compatible with her 
married life as she and her husband gets ample dme to spend with each other. She 
does not find it difficult to perform the household chores, and to balance her job 
with the family life. This is because her husband shares half of her household 
chores and he is very supportive and helps her in every manner. Her husband has 
positive atfitude towards her job because her job is necessary in order to 
supplement his income. This job has brought about some changes in her social and 
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personal life as she does not have sufficient time to visit her friends or relatives. 
She thinks that this job has cut down her social circle as she spends half of her 
time with the company and another half at her home. This job has given her self-
confidence and more freedom to take decisions for herself She gets more respect 
in the family as well as in society after being in this job. This job has given her 
more freedom to spend time on her own, and she has more freedom of movement 
without prior permission to visit friends or relatives. This job has given her more 
say in the family matters and decisions in her femily about how much to spend and 
on what are being taken by mutual participation. She thinks that as much money 
should be spend on the education of girls as on that of boys and she gives same 
preference to both male and female child. She thinks about the law recently passed 
about the violence against women in the family (Domestic Violence Bill- 2005) as 
the best law passed on behalf of women. She thinks that a husband is not justified 
in punishing his wife if she does not obey or neglects the house or the children. 
Her bank account is single and she does not have assets or self- acquired property 
from her own income. Her co- workers have good and co- operative attitude 
towards her. The management of the call centre has very good attitude towards her 
and therefore being a woman she does not face any problem in the workplace. She 
explains the difference between her and a non- working woman as- 'she is more 
confident, independent, and self- conscious about her rights and can fight for 
them, but a non- working woman lacks these qualities'. She considers no 
difference between her and her male colleagues. 
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Case Study No- 14 
She is a 25 year old unmarried woman from Delhi. She is working in a 
temporary job as a 'Customer Care Executive' in a call centre in Delhi for four 
months with a salary of Rs.8, 500/- per month plus incentives. She hails from 
Hindu community and her caste is Brahmin. Her father is M.Com. and is in 
Government service with a salary of Rs. 10, 000 /- per month and her mother is 
12"^  pass and is a housewife. She lives in a joint family but prefers to live in 
nuclear family. She completed her schooling in a Hindi medium school named 
'G.B. Public School, Kanpur', and did her B.A. from 'S.N. Sen P.G. College', 
Kanpur, U.P. 
She works only in day- shifts and prefers day- shifts because her family 
members do not feel comfortable with the night- shifts. She is not satisfied with 
her education and wanted to do post- graduation. Her parents supported her in 
every possible manner from education to employment. She joined this call centre 
just to become independent. This is her first job. She got CCNA, soft skills and 
process training tbr the 'Samsung Process' (a kind of product training) for this job. 
She likes the working environment of this call centre but she says that achieving 
targets creates stresses and pressures in this job. She overcomes her stresses and 
pressures in this job by talking to her colleagues in the break time. She is not 
satisfied with this job and with the salary. She wants to leave this job because she 
does not consider her future prospects in this job as very high. She is waiting for 
good opportunity and better salary in another call centre. 
As a working woman, she does not find it difficult to perform the household 
chores as she gets sufficient time to spend on her own and can manage them 
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easily. Her family members help her in the performance of household chores. Her 
parents have positive and supportive attitude towards her job and feel very proud 
of her as she is an earning member of the family. This job has brought about some 
changes in her social and personal life as she does not get sufficient time to visit 
her friends or relatives and therefore, she thinks that this job has cut down her 
social circle. This job has given her self- confidence and freedom to take decisions 
for herself Although she has more respect in the family as well as in society after 
being in this job, but this job has not given her more freedom of movement 
without prior permission to visit friends or relatives. This job has not given her 
more say in the family matters, and the decisions in her family about how much to 
spend to spend and on what are being taken by other family members. She thinks 
that as much money should be spend on the education of girls as on that of boys 
and she gives equal preference to both male and female child. She considers the 
law recently passed about the violence against women in the family (Domestic 
Violence Bill- 2005) as very good. She thinks that a husband is not justified in 
punishing his wife if she does not obey or neglects the house or children as he is 
equally responsible and it is a matter of understanding. Her bank account is single 
and does not have assets and self- acquired property from her own income. Her 
CO- workers have friendly attitude towards her. The management of the call centre 
also have friendly and supportive attitude towards her and therefore, being a 
woman she does not face any problem in the workplace. She explains the 
difference between her and a non- working woman as- 'she is independent and is 
not a burden for anyone but a non- working woman is not so'. \n her opinion after 
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18 years everyone should be an earning member of the family. She considers no 
difference between her and her male colleagues. 
Case Study No-15 
She is a 21 year old unmarried woman from Delhi. She is working in a 
temporary job as a 'Customer Care Executive' in a call centre in Delhi for two 
months with a salary of Rs.8, 000/- per month plus incentives. She hails from 
Hindu community and her caste is 'Bania'. Her father is lO"' pass and a private 
driver with a salary of Rs.5. 000/- per month, and her mother is lO"^  pass 
housewife. She lives in a nuclear family and her preference of the family is also 
nuclear family. She completed her schooling in an English medium school named, 
"Flora Dale Public School', Delhi and did her B.A. from 'University of Delhi'. 
Delhi. 
She works only in day- shifts because her family members do not feel 
comfortable with the night shifts. She is not satisfied with her education because 
she wanted to complete her Masters Degree but due to financial constraints she 
could not continue her study. However, her parents motivated and helped her in 
every manner from education to employment. She joined this call centre to earn 
money with respect and stability. This is her second job. She got soft skills 
training for this job. Previously she worked in another call centre named 'R. 
Mantra Pvt. Ltd' as for six months as a CCA. in Delhi. She left her first job 
because there was no particular time for giving a salary to the workers and she 
joined this job because of the brand name. She is satisfied with this job because 
she likes the working environment of this call centre. She does not like the stresses 
and pressures which are huge targets in this job. She overcomes her stresses and 
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pressures by meditation and talking to her friends in the break time and sometimes 
between the call breaks. She does not want to leave this job but wants to make this 
job as her career. She considers her future prospects in this job very high and 
wants to become a manager of operations in this call centre. 
As an unmarried woman, she does not find it difficult to balance her job 
with the performance of household chores as she gets sufficient time to spend on 
her own and can manage the household chores very easily. Her family members 
share half of her household chores. Her parents have positive attitude towards her 
job. This job has brought about some changes in her social and personal life 
though she does not get sufficient time to visit her friends or reladves but it has 
changed her way of interaction to different people and of course her 
communication skills. This job has given her self-confidence and freedom to 
spend fime on her own. It has given her more freedom of movement without prior 
permission to visit friends or relatives. She has more freedom to take decisions for 
herself and thinks that she gets more respect in the family as well as in society 
after being in this job. She has more say in the family matters and the decisions in 
her family about how much to spend and on what are being taken by mutual 
participation. She thinks that as much money she should be spend on the education 
of girls as on that of boys and she gives equal preference to both male and female 
child. She considers the 'Domestic Violence Bill- 2005' as very right and is a 
correct decision for the upliftment of women. She thinks that a husband is justified 
in punishing his wife if she does not obey or neglects the house and children. Her 
bank account is single and does not have assets and self-acquired property from 
her own income. Her co-workers have very good attitude towards her. The 
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management of the call centre also has good, respectfij) but professional attitude 
towards her and therefore, being a women she does not face any problem in the 
workplace. She explains the difference between her and a non-working women as-
"she is quite confident, independent and interactive but a non-working women is 
not so'. She considers no difference between her and her male colleagues. 
Case Study No-16 
She is a 26 year old unmarried woman from Indore, M.P. She is working in 
a permanent job as a 'Technical Support Executive' (TSE) in a call centre in Delhi 
for one and half a year with a salary of Rs. 17, 000/- per month plus incentives. 
She hails from Hindu community and her caste is Brahmin. Her father did B.E. 
(Mechanical) and is now a businessman with the income of Rs. 30, 000/- per 
month and her mother did her B.A. and is a housewife. She lives in a joint family. 
She completed her schooling in an English medium school in Indore and then 
B.Sc. and M.C.A. from indore University', Indore, Madhya Pradesh. 
She works both in day- and night- shifts and her family members do not have 
any problem with the night- shifts. She is very much satisfied with her education 
and her parents provided full support to her in every manner from education to 
employment. She joined this call centre to become independent and to earn money 
with stability, dignity and respect, and also because of the brand name of the 
company. She got training for trouble- shooting in this job. This is her second job. 
Previously she worked in another call centre as a Technical Support Associate" 
(TSA) in Delhi for eight months. She left her first job because of the health 
problems. She is satisfied with this job because she likes the working environment 
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of this call centre which is interactive and provides exposure to the worl<ers. She 
does not Hke the stresses and pressures in this job such as achieving targets and the 
irregular shift timings which consequently causes health problems for her. In her 
opinion, there is no particular recipe for overcoming the stresses and pressures in 
this job. She does not want to leave this job but wants to make it as her career. She 
considers her future prospects in this job as very high and wants to become CEO 
of this call centre. 
As an unmarried woman, she does not find it difficult to balance her job with 
the performance of household chores as she gets sufficient time to spend on her 
own and can manage them easily. Her family members share much of the 
household chores. Her parents have positive attitude towards her job. This job has 
brought about some changes in her social and personal life as she does not get 
sufficient time to visit her friends or relatives. Therefore she says that her social 
circle is shrinking as she has no time in week days for social activities. This job 
has given her self- confidence but she has less freedom of movement without prior 
permission to visit friends or relatives. She has more freedom to take decisions for 
herself and thinks that she gets more respect in the family as well as in society 
after being in this job. She has no say in the family matters, and the decisions in 
her family about how much to spend and on what are being taken by other family 
members. She thinks that equal importance should be given to the education of 
girls as on that of boys and she gives more preference to girl child as she says that 
girls are better than boys. She considers the law recently passed about the violence 
against women in the family (Domesfic Violence Bill- 2005) as good. She thinks 
that a husband is not justified in punishing his wife if she does not obey or 
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neglects the house or children as he equally responsible for the same. Her bank 
account is single and she does not have assets and self- acquired property from her 
own income. Her co- workers have co- operative attitude towards her. The 
management of the call centre also has good and helpful attitude towards her and 
therefore being a woman she does not face any problem in the workplace. She 
explains the difference between her and a non- working woman as- 'she is 
independent and has decision making power but a non- working woman is 
dependent on others and may not have decision making power'. She thinks that 
there is no difference between her and her male colleagues. 
Case Study No-17 
She is a 26 year old unmarried woman from Patna, Bihar. She is working in 
a permanent job as a 'Customer Care Executive' in a call centre in Delhi for one 
year with a salary of Rs. 9, 500/- per month plus incentives. She hails from Hindu 
community and her caste is Brahmin. Her father is Graduate and is in the 
government job with a salary of Rs. 10, 000/- per month, and her mother is also 
Graduate and is a housewife. She lives in a joint family and her preference of the 
family type is nuclear family. She completed her schooling in an English medium 
school named 'Father Anglo English medium School', Gujarat and did her B.A. 
from 'Shri E.G. Harla Multi- Purpose College', Vappi, Gujarat and did E.E.B. 
from 'Mumbai Oxford University', Mumbai. 
She works only in day- shifts and prefers day- shifts because her family 
members do not feel comfortable with the night- shifts. She is satisfied with her 
education and her parents motivated and guided her in every manner like a teacher 
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from education to employment. She joined this call centre to become financially 
independent. This is her first job. She got process training for this job. She is not 
satisfied with this job because the work the work more and salary is less. She does 
not like the stresses and pressures due to targets in this job. She overcomes her 
stresses and pressures in this job through the coolness of mind. However, she likes 
the working environment of this call centre and therefore considers it as very nice 
company. Although her future prospects in this job are very high but she does not 
want to make this job as her career and therefore, she is planning to change or 
leaving this job. 
As an unmarried woman, she does not find it difficult to balance her job with 
the performance of household chores. She gets sufficient time to spend on her own 
because her family members help her in the performance of household chores. Her 
parents and other family members have very good attitude towards her job and she 
gets more respect in the femily as well as in society after being in this job. This job 
has given her self- confidence and of course the freedom to take decisions for her 
self It has not given her freedom to spend time on her own and has very less 
freedom of movement without prior permission to visit friends or relatives. This 
job has not given her more say in the family matters and the decisions in the 
family about how much to spend and on what are being taken by other family 
members. She thinks that as much money should be spend on the education of 
girls as on that of boys, and she gives equal preference to both male and female 
child. She considers the -Domesfic Violence Bill- 2005' as very good for women 
and she is very grateful to the Government of India for passing this law. She thinks 
that a husband is not justified in punishing his wife if she does not obey or 
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neglects the house or children. Her bank account is single and she does not have 
assets or self- acquired property from her own income. Her co- workers have very 
good attitude towards her. The management of the call centre also has good, co-
operative and respectful attitude towards her, and therefore being a woman she 
does not face any problem in the workplace. She explains the difference between 
her and a non- working woman as- "she is confident, independent and has more 
decision making power but a non- working woman is not confident and 
independent and may not have decision making power'. She further explains the 
difference between her and her male colleagues as- "she is very co- operative and 
hardworking whereas her male colleagues are not so co- operative and are very 
lazy and greedy'. 
Case Study No-18 
She is a 21 year old unmarried woman from Delhi. She is working in a 
temporary job as a 'Customer Care Executive' in a call centre in Delhi for a year 
with a salary of Rs. 10, 000/- per month (in hand) and incentive as Rs. 2500/- per 
month. She hails from Hindu community and her caste is Gurjar. Her father is a 
graduate and a businessman Rs. 25, 000/- per month and her mother is also 
graduate and is a housewife. She lives in a nuclear family and her preference of 
the family type is nuclear family. She completed her schooling in an English 
medium school named 'Delhi Public School, Ram Krishna Puram, Delhi and did 
her B.A. in English medium from the "University of Delhi', Delhi. 
She works only in dayshifts because her parents are very critical of the night 
shifts. She is not satisfied with her education because she wanted to do her masters 
degree. However, her parents motivated and helped her in every manner from 
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education to employment. She joined tliis call centre to become an independent 
girl and to support her parents financially. This is her second job. She got process 
training for the 'Samsung Process' which is a kind of product training and the soft 
skill training for this job. Previously she worked in another call centre in Delhi for 
six and a half month as a "Back Office Executive'. She left her first job because 
the salary was low in proportion to the work load, and she joined this call centre 
because of the brand name. She is satisfied with this job because she likes the 
working environment of this call centre. She does not like the target oriented 
stresses and pressures in this job. She also does not like the structure of break 
timings as she is being forced by the team leader to maintain the breaks. She over 
comes her stresses and pressures by talking to her friends / colleagues is free time. 
However, she does not want to leave this job but wants to make this job as her 
career. She considers her future prospects in this job as very high and wants to 
become the 'team leader' (TL) in the same call centre. 
As an unmarried woman, she does not find it difficult to perform the 
household chores and she gets sufficient time to spend on her own. Her mother 
helps her in the performance of household chores. Her parents have positive 
attitude towards her job. This job has brought about some changes in her social 
and personal life as she does not gel sufficient time to visit friends or relatives. 
Therefore, she thinks that this job has cut down her social circle. This job has 
gives her self-confidence and freedom to spend time on her own. It has given her 
more freedom of movement without prior permission to visit friends or relatives. 
She has now more freedom to take decisions for herself and thinks that she gets 
more respect in the family as well as in society after being in this job. She has now 
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more say in the family mailers, and the decisions in her family about how much to 
spend and on what are being taken by mutual participation. She thinks that equal 
importance should be given to the education of both boys and girls and she gives 
same preference to both the male and female child. She considers the 'Domestic 
Violence Bill- 2005' as good to protect the interests of women especially non-
working women. She thinks that a husband is not Justified in punishing his wife if 
she does not obey or neglects the house or children. Her bank account is single and 
she has assets and self-acquired property from her own income. Her co-workers 
have very co-operative attitude towards her. The management of the call centre 
also has co-operative, respectful but very formal attitude towards her and therefore 
being a woman, she does not face any problem in the workplace. She explains the 
difference between her and a non-working woman as- 'she is quite confident, 
independent and interactive whereas a non- working woman is not so confident 
and is dependent on others and feels shy in interacting with others'. She feels no 
difference between her and the male colleagues. 
Case Study No-19 
She is a 23 year old unmarried woman from Bulandshahar, U.P. She is 
working in a temporary Job as "Customer Care Executive' in a call centre in Delhi 
for a year with the salary of Rs. 10. 000/- per month plus incentives. She hails 
from Hindu community and her caste is Brahmin. Her father is 12''^  pass and is in 
Government service with the salary of Rs. 10, 000/- per month, and her mother is 
lO"' pass and is a housewife. She lives in a nuclear family and her preference of 
the family type is nuclear family. She completed her schooling in a Hindi medium 
school from U.P. Board Allahabad, and did her B. Com. from Chaudhary Charan 
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Singh (CCS) University, Meerut, and siie did one year Diploma in Computer 
applications from Delhi. 
She works both in day- and night- shifts, and her family members are not 
much concerned about the shift- timings. She is not satisfied with her education 
because she wanted to do Post- Graduation. However, her parents supported and 
motivated her in every manner from education to employment. She joined this call 
centre to become independent and to support her parents financially. This is her 
second job. She got process and product training for this job. Previously she 
worked in another company as an 'Assistant Accountant' for a year with the salary 
of Rs. 6, 000/- per month. She left her first job because she became a victim of 
nepotism, and she joined this call centre because of better pay and the brand name. 
She is satisfied with this job because she likes the working environment of this call 
centre. She does not like the hectic schedule in this call centre. She overcomes her 
stresses and pressures by talking to her colleagues between the call breaks. 
However, she does not want to leave this job but wants to make it her career. She 
considers her future prospects in this job as very high and wants to become 'Chief 
Executive Officer' of this call centre. 
As an unmarried woman, she does not find it difficult to balance her job with 
the performance of household chores as she gets sufficient time on her own after 
the job. Her servant helps her in the performance of household chores. Her parents 
have no problem regarding her job rather they feel very proud of her. This job has 
brought about some changes in her social and personal life as she does not get 
sufficient time to visit her friends or relatives. Therefore, she thinks that this job 
has cut down her social circle. This job has given her self- confidence and freedom 
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to spend time on her own. It has given her more freedom of movement without 
prior permission to visit friends or relatives. She has more freedom to take 
decisions for herself and thinks that she gets more respect in the family as well as 
in society after being in this job. She has more say in the femily matters and the 
decisions in her family about how much to spend and on what are being taken by 
mutual participation. She thinks that as much money should be spend on the 
education of girls as on that of boys, and she gives equal preference to both male 
and female child. She considers the 'Domestic Violence Bill- 2005' as very nice 
and should be followed strictly. She thinks that a husband is not justified in 
punishing his wife if she does not obey or neglects the house or children as he is 
equally responsible for taking care of the house or children. Her bank account is 
single and she has no assets and self- acquired property from her own income. Her 
CO- workers have very co- operative and friendly attitude towards her. The 
management of the call centre has co- operative but discriminatory attitude 
towards her as for small mistakes they give negative points to her whereas they 
say nothing to beautiful girls, and therefore, being a woman she faces 
discrimination and sometimes undue harassment. She explains the difference 
between her and a non- working woman as- 'she is bold, confident, independent 
and interactive whereas a non- working woman is not so'. She feels no difference 
between her and her male colleagues. 
Case Study No- 20 
She is a 24 year old unmarried woman from Delhi. She is working in a 
temporary Job as a 'Customer Care Executive' in a call centre in Delhi for one 
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year with a salary of Rs. 10, 000/- per month (in hand) plus incentives. She hails 
from Hindu community and her caste is Mali. Her father is Graduate and a 
businessman with the income of Rs. 20,000/- per month and her mother is 12"^  
pass and is a housewife. She lives in a Joint family and prefers to live in nuclear 
family. She completed her schooling in an English medium school named "Govt. 
Girls'Senior Secondary School", Delhi and did her B. A. from the "University ol~ 
Delhi". Delhi. 
She works both in day- and night- shifts and does not face any resistance 
from her family members regarding the night- shifts. However, earlier she faced 
some resistance and criticism from her parents and family members regarding the 
night- shifts but she convinced them as the management of the call centres invite 
its employees with their parents ever) month to know the working environment of 
the call centres. She is not satisfied with her education because she wanted to 
study more. However, her parents motivated and inspired her in every manner 
from education to employment. She joined this call centre just to earn more money 
and lo become an independent girl. She got soft skills and process training for this 
job. This is her second job. Previously, she taught in a private English medium 
school for 3 years. She left her first job because the job was low paying and she 
joined this call centre because of the handsome salary. She is satisfied with this 
job because she likes the working environment of this call centre. She does not 
like the stresses and pressures in this job such as the shift and break timings, she 
overcomes her stresses and pressures in this job through the coolness of mind. She 
does not want to leave this job but wants to make it as her career. She considers 
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workers have co- operative and friendly attitude towards her. The management of 
the call centre has very co- operative and respectful attitude towards her and 
therefore being a woman she does not face any problem in the workplace. She 
explains the difference between her and a non- working woman as- "she is 
independent, confident and more interactive to different kind of people whereas a 
non- working woman is not so confident and interactive and is always dependent 
on others'. She further explains the difference between her and her male 
colleagues as- 'she is more efficient and caring in every manner whereas they are 
lazy and do not care for others. 
Case Study No- 22 
She is a 25 year old unmarried woman from Kolkata, West Bengal. She is 
working in a permanent job as a 'Customer Care Executive' in a call centre in 
Delhi for one year with a salary of Rs. 10, 000/- per month plus incentives. She 
hails from Hindu Community and her caste is Kayastha. Her father is graduate and 
is in Government job with the salary of Rs. 28, 000/- per month and her mother is 
also graduate and is a housewife. She lives in a nuclear family and her preference 
of the family type is nuclear family. She completed her schooling in a Bengali 
medium school named 'M.K.G.S. Public School', Kolkata and did her graduation 
from the 'Calcutta University', Kolkata. West Bengal in English medium. 
She works both in day- and night- shifts and she has no preference for either, 
because she does not face any resistance from her family members regarding day 
and night- shifts. She is satisfied with her education and her parents gave her a big 
support and moral support in every possible manner from education to 
employment. She joined this call centre to earn money with stability, dignity and 
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respect and also because of the brand name. This is her first job and she got 
process, product and soft skills training for this job. She is satisfied with job 
because she likes the working environment of this call centre. She does not like 
the shift and break-timings. She also does not like the stresses and pressures 
because of the work schedules and targets in this job. She overcomes her stresses 
and pressures by interacting with her friends and colleagues in break-time. She 
does not want to leave this job but wants to make this job as her career. She 
considers her future prospects in this job as very high and wants to get promotion 
in this call centre. 
As an unmarried woman, she does not find it difficult to balance her job with 
the performance of household chores because she gets sufficient time to manage 
them. Her mother co-operates with her in the performance of the household 
chores. Her parents have positive attitude towards her job. This job has brought 
about some changes in her social and personal life as she does not get sufficient 
time to visit her friends or relatives. Although this job has given her self-
confidence and freedom to take decisions for herself but it has not given her 
freedom to spend time on her own. It has given her more freedom of movement 
without prior permission to visit friends or relatives. She gets more respect in the 
family as well as in society after being in this job and has more say in the family 
matters and the decisions in her family about how much to spend and on what are 
being taken by mutual participation. She thinks that as much money should be 
spend on the education of girls as on that of boys and she gives equal preference to 
both the male and female child. She does not have any idea about the law recently 
passed about the violence against women in the family (Domestic Violence Bill-
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2005). She thinks that a husband is not justified in punishing his wife if she does 
not obey and neglects the house or children. Her bank account is single and she 
does not have any assets and self-acquired property from her own income. Her co-
workers have very fine and cooperative attitude towards her. The management of 
the call centre also has very fine but professional attitude towards her and 
therefore being a woman she does not face any significant problem in the 
workplace. She explains the difference between her and a non- working woman 
as- 'she is confident, independent and has a say in her life but a non-working 
woman has no say in her life and is always dependent on others'. She feels no 
difference between her and her male colleagues. 
Case Study No- 23 
She is a 20 year old unmarried woman from Noida, U.P. She is working in 
a temporary job which is likely to be made permanent, as a 'Customer Care 
Executive' in a call centre in Delhi for four months with a salary of Rs. 8. 000/-
per month plus perks and rewards. She hails from Muslim community. Her father 
is high school and is self- employed with the income Rs. 10,000/- per month and 
her mother is graduate and is a housewife. She lives in a Joint family and her 
preference of the family type is nuclear family. She completed her schooling in a 
Hindi medium school named 'L.F.P. School', Badarpur, Shahdara, Delhi and did 
her B.A. (in tourism study) from "Indira Gandhi National Open University' 
(IGNOU), Delhi. 
She works only in day- shifts and prefers day- shifts because her family 
members do not feel comfortable with the night- shifts. She is not satisfied with 
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her education because she wanted to do her Master in Tourism industry. Her 
patents played main role in her education but they have not played any role in her 
employment because she says that she has got this job from her own efforts. She 
joined this call centre to earn more money with stability, dignity and respect, and 
to support her parents financially. This is her first job. She got training for travel 
process and soft skills training for this job. She is satisfied with this job because 
she likes the working environment and splendid pay package in this call centre. 
She does not feel much stresses and pressures in this job but does not like the 
break- timings. She wants to leave this job and does not want to make it as her 
career because she does not consider her future prospects in this job as very high 
and she thinks that she may find better opportunities in tourism and travel 
industry. 
As an unmarried woman, she does not find it difficult to balance her job with 
the performance of household chores as she gets sufficient time to spend on her 
own. Her mother and sister help her in the performance of household chores. Her 
parents have positive attitude towards her job and they feel very proud of her job. 
This job has brought about some changes in her social and personal life as she 
does not get sufficient time to visit her friends or relatives. Therefore she thinks 
that this job has cut down her social circle. This job has given her self- confidence 
but it has not given her more freedom to spend time on her own. It has not given 
her more freedom of movement without prior permission to visit her friends or 
relatives. She has more freedom to take decisions for herself and thinks that she 
gets more respect in the family as well as in society after being in this job. 
However, she does not have more say in the family matters and the decisions in 
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her family about how much to spend and on what are being talcen by other i'amily 
members. She thinlcs that as much money should be spend on the education of 
girls as on that of boys, and she gives equal preference to both male and female 
child. She considers the law recently passed about the violence against women in 
the family (Domestic Violence Bill- 2005) as very good to the cause of women. 
She thinks that a husband is not justified in punishing his wife if she does not obey 
and neglects the house or children as he is equally responsible to look after his 
children and house. He should not punish his wife rather should understand her. 
Her bank account is single and she does not have assets and self- acquired 
property from her own income. Her co- workers have co- operative and friendly 
attitude towards her. The management of the call centre also have very co-
operative, respectful but professional attitude towards her and therefore being a 
woman she does not force any problem in the work-place. She explains the 
difference between her and a non-working woman as- *she is confident, 
independent, interactive and can understand others' intentions but a non-working 
woman is not confident, independent and interactive and can not understand the 
intention of others'. She does not consider much difference between her and her 
male colleagues. 
Case Study No- 24 
She is a 23 year old unmarried woman from Kolkata, West Bengal. She is 
working in a temporary job, as a customer care executive, in a call centre in Delhi 
for three months with a salary of Rs. 10, 000/- per month. She hails from Hindu 
community and her caste is Kayastha. Her father is post- graduate and is in private 
job with a salary of Rs. 19, 000/- per month and her mother is graduate and is also 
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in private job with a salary of Rs. 15, 000/- per month. She lives in a nuclear 
family and her preference of the family type is nuclear family. She completed her 
schooling in a Bengali medium school and did her graduation from "C.S.T.M. 
University', Kanpur, U.P. in English medium. 
She works only in day-shifts and prefers day-shifts because her family 
members prefer day-shifts. She is not satisfied with her education because she 
wanted to do M.B.A. However, her parents supported her in each and every 
manner of her life from education to employment. She Joined this call centre to 
earn money with stability, dignity and respect. This is her second job. She got 
product training for this job. Previously she worked in another call centre in Delhi 
for six months as a "customer care executive' with a salary of Rs. 5,200/- per 
month plus incentives. She left her first job because work load was very heavy and 
the incentives were very less. She is satisfied with this job because she likes the 
working environment of this call centre. In this call centre she gets a scope to 
interact and talk with people. She does not feel much stresses and pressures in this 
job. But she does not like the break timings in this job. She does not want to leave 
this job but wants to make this job as her career. She considers her future 
prospects in this job as very high and wants to get promofion as soon as possible in 
this call centre. 
As an unmarried woman, she does not find it difficult to balance her job with 
the performance of household chores as she gets sufficient time to spend on her 
own. Her family members are very much co-operative and help her in the 
performance of household chores. Her parents have positive attitude towards her 
job. This job has brought about some change in her social and personal life as she 
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does not get sufficient time to visit her friends or relatives. Therefore, she thinl<s 
that this job has cut down her social circle. This job has given her self-confidence 
and freedom to spend time on her own. It has given her more freedom of 
movement without prior permission to visit friends or relatives. She has more 
freedom to take decisions for herself and thinks that she gets more respect in the 
family as well as in society after being in this job. She says that her family 
members never impose any decision on her and gave her full freedom to express 
herself She has more say in the family matters and the decisions in her family 
about how much to spend and on what are being taken by mutual participation. 
She think that as much money should be spend on the education of girls as on that 
of boys and gives equal preference to both male and female child. She did not 
make any comment on the law recently passed about the violence against women 
in the family (Domestic Violence Bill- 2005). However, she thinks that a husband 
is not justified in punishing his wife if she does not obey and neglects the house or 
children. Her bank account in both single and joint, and she does not have assets 
and self-acquired property from her own income. Her co-workers have very nice 
and co-operative attitude toward her. The management of the call centre also has 
very co-operative and respectful but very professional attitude towards her and 
therefore, being a woman she does not face any special problem in the work place. 
She explains the difference between her and a non-working woman as- 'she is 
confident and is able to express herself and has a say in her family but a non-
working woman is not confident and can not express herself and does not have a 
say in her family'. She considers no difference between her and her male 
colleagues. 
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Case Study No- 25 
She is a 22 year old unmarried woman from Delhi. She is working in a 
permanent Job as 'Customer Care Executive' in a call centre in Delhi for two years 
and seven months with the salary of Rs. 14, 000/- per month plus incentives. She 
hails from Hindu community and her caste is Brahmin. Her father is Graduate and 
is in Government job with the salary of Rs. 22, 000/- per month, and her mother is 
12"'^  pass and is a housewife. She lives in a joint family and her preference of the 
family type is nuclear family. She completed her schooling in an English medium 
school named 'Govt. Girls Senior Secondary School', Delhi and did her 
Graduation from the 'Delhi University', Delhi. 
She works only in day- shifts and prefers day- shifts because her family 
members do not feel comfortable with the night shifts and are only comfortable 
with the day- shifts. She is not satisfied with her education because she wanted to 
study more but due to financial constraints she could not continue her study. 
However, her parents played a very important role in her life from education to 
employment. She Joined this call centre industry to earn money with stability, 
dignity and to improve her confidence, communication skills and to gain 
experience. This is her second job. She got process, product and soft skills training 
for this job. Previously she worked in another company as a tele- caller along with 
HSBC credit card for five months. She left her first job because that office was too 
far from her house and she joined this call centre because she wanted to work in an 
international call centre as a -Customer Care Executive' (CCE) which also has a 
brand name. She is satisfied with this job because she likes the working 
environment of this call centre in which she likes the friendly behaviour of both 
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job has given her self- confidence and more freedom of movement without prior 
permission to visit friends or relatives. She has more freedom to take decisions for 
herself and thinks that she gets more respect in the family as well as in society 
after being in this job. She has more say in the family matters and the decisions in 
her family about how much to spend and on what are being taken by mutual 
participation. She thinks that as much money should be spend on the education of 
girls as on that of boys, and she gives equal preference to both male and female 
child. She does not have any idea about the 'Domestic Violence Bill- 2005' but 
she says that the domestic violence should be stopped. She thinks that a husband is 
not justified in punishing his wife if she does not obey or neglects the house or 
children rather he should consult with her. If his wife does not want to live with 
him, then he should let her go away. Her bank account is single and she does not 
have assets and self- acquired property from her own income. Her co- workers 
have very friendly attitude towards her. The management of the call centre have 
CO- operative but quite professional attitude towards her, and therefore, being a 
woman she faces some problems in the workplace as she said that being a woman, 
she sometimes could not get opportunities to perform some work, although she 
can do that work more efficiently than her male colleagues. She also has some 
health and official issues in the workplace. She explains the difference between 
her and a non- working woman as- 'she is fully confident, independent and of 
course more active than a non- working woman'. She further explains the 
difference between her and her male colleagues as- "she looks after her family as 
well as her office while her male colleagues only work in office and they oftenly 
refuse to work at home'. 
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Case Study No- 27 
She is a 22 year old married woman from Delhi. She is working in a temporary 
job as a "Customer Care Executive' in a call centre in Delhi for five months with a 
salary of Rs.lO, 000/- per month plus incentives. She hails from Hindu community 
and her cast is Rajput. She is married to a Graduate who is having a business in 
Delhi with the income of Rs. 50, 000/- per month, for eight months. She lives in a 
joint family and prefers to live in joint family. She completed her schooling in a 
Hindi medium school named 'Rajkiya Sarvodaya Kanya Vidyalaya' in Delhi and 
did her Graduation in English medium from the 'University of Delhi', Delhi. 
She works only in day- shifts and prefers day- shifts because her family 
members do not feel comfortable with the night- shifts. She is not satisfied with 
her education because she wanted to do her post- graduation. However, her parents 
supported and motivated her in every manner from education to employment. She 
joined this call centre because she wanted to make her career in IT industry and 
because of the salary and the brand name. This is her second job. She got process 
and product training for this job. Previously she worked in 'Airtel 
Communications Pvt. Ltd.' as a tele- caller for eight months in Delhi. She left her 
first job because the salary was less, and she got married. She is satisfied with this 
job because she likes the working environment of this call centre. She does not 
like the stresses and pressures in this job which are because of the break timings. 
She does not want to leave this job but wants to make it her career. She considers 
her future prospects in this job as very high and wants to become a 'Chief 
Executive Officer' of this call centre. 
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As a married woman she finds that her job is not compatible with her 
married life because she and her husband do not get sufficient time to spend with 
each other. She finds it difficult to balance her job with the performance of 
household chores. Her husband and other family members do not help her in the 
performance of household chores and they want her to leave the job. Her husband 
and in- laws have very negative attitude towards her job because her husband is 
earning enough money and her salary is not needed by the family as a supplement 
to her husband's income. But her parents have positive attitude towards her job. 
This job has brought about some changes in her social and personal life as she 
does not get sufficient time to visit her friends or relatives. Therefore she thinks 
that this job has cut down her social circle. This job has given her self- confidence 
and freedom to spend time own her own. It has not given her more freedom of 
movement without prior permission to visit friends or relatives because her in-
laws restrict her movement to go outside. She has more freedom to take decisions 
for herself and thinks that she gets more respect in the family as well as in society 
after being in this job. She has no say in the family matters, and the decisions in 
her family about how much to spend and on what are being taken by other family 
members. She thinks that as much money should be spend on the education of 
girls as on that of boys and she gives equal preference to both male and female 
child. She does not have any idea about the law recently passed about the violence 
against women in the family (Domestic Violence Bill- 2005). She thinks that a 
husband is not justified in punishing his wife if she does not obey or neglects the 
house or children as he is equally responsible for taking care of the house or 
children. Her bank account is single and she does not have assets and self-
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acquired property from her own income. Her co- worlcers have co- operative and 
helpful attitude towards her. The management of the call centre also has very good 
and CO- operative attitude towards her, and therefore being a woman she does not 
face any problem in the workplace. She explains the difference between her and a 
non- working woman as - 'she is quite confident, independent and can face any 
problem with courage but a non- working woman is not so'. She further explains 
the difference between her and her male colleagues as- 'she handle job as well as 
home but her male colleagues do not care about their homes'. 
Case Study No- 28 
She is a 25 year old married woman from Rohtak, Haryana. She is working 
in a permanent job as a "Customer Care Executive' in a call centre in Delhi for the 
last one year with a salary of Rs.l4, 000/- per month plus incentives. She hails 
from Hindu community and her cast is Jat. She is married for two years and has no 
children. Her husband did his M.B.A. and is working with Jet Airways as a 
Manager with a salary of Rs. 47, 000/- per month. She lives in a joint family and 
prefers to live in joint family. She completed her schooling in a Hindi medium 
school and did her B.A. in Hindi medium from "Maharishi Dayanand University". 
Rohtak and did her M.A. in English medium from the same University in Rohtak. 
Harayana. 
She works in day- shifts and prefers day- shifts because her family members 
prefer day- shifts. She is very much satisfied with her education and her parents 
gave her full freedom to choose whatever she wanted to do from education to 
employment. She joined this call centre to become independent. This is her second 
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job. She got process and product training for this job. Previously she worked in 
another BPO company for two and half years in Delhi. She left her first job 
because she had to work in night- shifts and there were no weekend holidays in 
that call centre, but she joined this call centre because in this call centre Saturdays 
and Sundays are fixed offs and there is a full choice of working in day- shift for 
married women. She is satisfied with this job because she likes the professional 
environment in this call centre. She does not like the target oriented work load. 
However, she does not feel much pressure because she does her work in time. She 
does not want to leave this job but wants to make it as her career. She considers 
her future prospects in this job as very high and wants to get promotion in the 
same call centre. 
As a married woman, this job according to her, is not compatible with her 
married life because she and her husband do not get sufficient time to spend with 
each other because her husband is in different job. She finds it very difficult to 
balance her job with the performance of household chores because she to manage 
them by herself Her husband and family members do not have positive attitude 
towards her job because her husband is earning enough money and her job is not 
needed by the family as a supplement to her husband's income. This job has 
brought about some changes in her social and personal life as she does not get 
sufficient time to visit her friends or relatives. She gets more respect in the family 
as well as in society after being in this job. Although this job has given her more 
self- confidence and freedom to take decisions for herself but it has not given her 
more freedom of movement without prior permission to visit friends or relatives. 
However, this job has given her more freedom to spend time on her own. that is, to 
199 
do yoga, meditation etc. Tliis job lias not given lier more say in the family matters 
and the decisions in her family about how much to spend and on what are being 
taken by other family members. She thinks that as much money should be spend 
on the education of girls as on that of boys and she gives equal preference to both 
male and female child. She does not have any idea about the "Domestic Violence 
Bill- 2005'. However, she says that a husband is not justified in punishing his wife 
if she does not obey or neglects the house or children rather he should make her 
understand and sort out the problem by conversation. Her bank account is single 
and she has assets and self- acquired property from her own income. Her co-
workers give a lot of respect to her. The management of the call centre also have 
respectful attitude towards her and always encourage her to do better, and 
therefore being a woman she does not face any problem in the workplace. She 
explains the difference between her and a non- working woman as - 'a non-
working woman or a housewife manages only the house but she manages both 
house and office and therefore she feels very proud of herself for this'. She does 
not have any differences with her male colleagues. 
Case Study No- 29 
She is a 28 year old married woman from Kolkata, West Bengal. She is 
working in a permanent job as a 'Customer Care Executive' in a call centre in 
Delhi for the last four years with a salary of Rs.l4, 000/- per month plus 
incentives. She hails from Hindu community and her cast is Brahmin. She is 
married for two years and does not have any children. Her husband did his B.Com. 
/ M.B.A. and is now working as a Manager in a Multi- National Corporation 
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(MNC) in Delhi with a salary of Rs. 52. 000/- per month. She lives in a nuclear 
family and her preference of family type is joint family. She completed her 
schooling in a Bengali medium school named "Bewachpare Girl's High Schoof, 
Kolkata and did her B.A. in English medium from 'City College, Kolkata' and did 
M.A. in English medium from Burdwan University, West Bengal. 
She works in day- shifts and prefers day- shifts because her husband does not 
feel comfortable with the night- shifts. She is not satisfied with her education 
because she wanted to do Ph.D. her mother played major role for both education 
and employment. She joined this call centre to earn money with stability, dignity 
and respect. This is her second job. She got process, product and accent training 
for this job. Previously she worked as a teacher in a school in Kolkata after 
completing her B.A. She left her first job to do M.A. and then shifted to Delhi 
after her marriage and she joined this call centre because of the brand name. She 
is satisfied with this job because she likes the working environment in this call 
centre. She does not like the stresses and pressures in this job. She does not want 
to make this job as her career because she considers her future prospects in this job 
as very low. Since her chances of promotion in this job are very meagre, therefore 
she vv'ants to change this job and she needs growth and better package. 
As a married woman, this job according to her is not compatible with her 
married life as she and her husband do not get sufficient time to spend with each 
other because her husband is in different job. She finds it very difficult to balance 
her job with the performance of household chores because she has to manage her 
household chores on her own. Her husband does not have posifive attitude towards 
her job because he is earning enough money and does not need her job as a 
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supplement to his own income. This job has cut down her social circle because she 
does not get sufficient time to visit her friends or relatives. She thinks that she gets 
more respect in the family as well as in society after being in this job. This job has 
given her self- confidence and freedom to take decisions for herself but it has not 
given her freedom of movement without prior permission to visit friends or 
relatives. This job has given her more freedom to spend time on her own. This job 
has not given her more say in the family matters and the decisions in her family 
about how much to spend and on what are being taken by her husband. She thinks 
that as much money should be spend on the education of girls as on that of boys 
and she gives equal preference to both male and female child. She considers the 
'Domestic Violence Bill- 2005' as very good and says that a husband is not 
justified in punishing his wife if she does not obey or neglects the house or 
children. Her bank account is both single and joint, and she has assets and self-
acquired property from her own income. Her co- workers always try to be helpful. 
The management of the call centre is really very good and professional and 
therefore being a woman she does not face any problem in the workplace. She 
explains the difference between her and a non- working woman as - 'she is self-
dependent while a non- working woman is dependent on others'. She considers no 
difference between her and her male colleagues. 
Case Study No- 30 
She is a 28 year old married woman from Bareilly, Uttar Pradesh. She is 
working in a permanent job as a 'Customer Care Executive' in a call centre in 
Delhi for the last one year with a salary of Rs. 14, 000/- per month plus incentives. 
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She hails trom Hindu community and her cast is Rajput. She is married for two 
years and has no children. Her husband did his B.Tech. in electronics from Delhi 
and now working in a Multi- National Corporation (MNC) in Delhi as Electronics 
Engineer with a salary of Rs. 22, 000/- per month. She lives in a nuclear family 
but prefers to live in joint family. She prefers joint family because it reduces her 
responsibility for performing household chores as there are other members to take 
care of them. She completed her schooling in an English medium school named 
"Woodrow Public School, Bareilly' and did her B.Sc. from "Bareilly College 
Bareilly in English medium. 
She works in day- shifts and prefers day- shifts because her husband prefers 
day- shifts. She is not satisfied with her education because she wanted to do her 
M.Sc. (Chemistry). Her parents encouraged and inspired her in every possible 
manner from education to employment. She joined this call centre because she 
wanted to become independent and to give financial support to her husband. This 
is her second job. She got process, product and accent training for this job. 
Previously she worked as a teacher for two years in Bareilly She left her first job 
because of her marriage. She is satisfied with this job because she likes the 
working environment, shift timings and the kind of work she does. She does not 
like the pressure of meeting the targets and stress of handling queries. She 
overcomes her stresses and pressures by taking a break from her work. She does 
not want to leave this job but wants to make it her career. She considers her future 
prospects in this job as very bright and wants to become CEO of this call centre. 
As a married woman, this job according to her is compatible with her 
married life because she and her husband have same office timings, so they get 
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plenty of time to spend together. Her husband helps her in the performance of 
household chores and therefore she does not tlnd it difficult to balance her job 
with the performance of household chores. Her husband has encouraging and 
positive attitude towards her job because her income is needed by the family as a 
supplement to his income. This job has brought about all positive changes in her 
social and personal life. She gets more respect in the family as well as in society 
after being in this job. This job has given her self- confidence and freedom to take 
decisions for herself and she also has more freedom of movement without prior 
permission to visit friends or relatives. She also has more freedom to spend time 
on her own after being in this job. This job has given her more say in the family 
matters and the decisions in her family about how much to spend and on what are 
being taken by the mutual participation. She thinks that as much money should be 
spend on the education of girls as on that of boys and she gives equal preference to 
both male and female child. She considers the "Domestic Violence Bill- 2005" as 
good and says that a husband is not justified in punishing his wife if she does not 
obey or neglects the house or children. Her bank account is single and she does not 
have assets and self- acquired property from her own income. Her co- workers 
have very good attitude towards her. The management of the call centre also have 
very good and motivating attitude towards her and therefore being a woman she 
does not face any problem in the workplace. She explains the difference between 
her and a non- working woman as- 'she is financially independent and an earning 
member of the family while a non- working woman is dependent on others and so, 
is not an earning member of the family'. She considers no difference between her 
male colleagues. 
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Case Study No-31 
She is a 26 year old married woman from Kolkata, West Bengal. She is 
worlcing in a permanent Job as a 'Team Leader' in a call centre in Delhi for the last 
four years with the salary of Rs.25, 000/- per month plus incentives. She hails 
from Hindu community and her cast is Brahmin. She is married for one and half 
years and has no children. Her husband did his Masters in Human Resource 
Management and now working in the same call centre in Delhi as an 'HR 
Manager' with a salary of Rs. 35, 000/- per month. She lives in a nuclear family 
but her preference of the family type is joint family. She completed her schooling 
in a Bengali medium school and did her three years Diploma in Hotel 
Management from 'SBIHM College of Hotel Management' in Kolkata in English 
medium. 
She works both in day- shifts and night shifts because as TL she has to work 
in 24x7 environments and prefers these timings because her husband also has 
same timings. She is not satisfied with her education because she wanted to do her 
Masters in Business Administration (M.B.A.). Her parents supported her in every 
manner from education to employment. She joined this call centre to become 
independent. This is her first job. She got process, product, accent and SAP 
training for this job. She is satisfied with this job because she likes the working 
environment and the facility to groom a person in this call centre. As a team 
leader (TL) she has to be very strict in supervising her sub- ordinates but she does 
not like this. She also does not like the stresses and pressures due to work load and 
also to achieving the targets in this job. She overcomes her stresses and pressures 
in this job by talking to her colleagues. She does not want to leave this job but 
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wants to make it as her career. She considers her future prospects in this job as 
very high because she has already got promoted to the post of "Team Leader' and 
wants to become the 'Manager' in the same call centre. 
As a married woman, this job according to her is compatible with her 
married life because she and her husband share a lot of time with each other even 
within the call centre. She does not find it difficult to balance her job with the 
performance of household chores because her husband helps her in the 
performance of household chores. Her husband has positive attitude towards her 
job because her income is needed by the family as a supplement to her husband's 
income. This job has boosted up her personal life but it has brought about some 
radical changes in her social and personal life as she does not get sufficient time to 
visit her friends or relatives and so this job has cut down her social circle. She gets 
more respect in the family as well as in society after being in this job. This job has 
given her self- confidence and freedom to take decisions for herself and more 
freedom of movement without prior permission to visit friends or relatives. She 
also has more freedom to spend time on her own after being in this job. This job 
has given her more say in the family matters and the decisions in her family about 
how much to spend and on what are being taken by mutual participation. She 
thinks that as much money should be spend on the education of girls as on that of 
boys and she gives equal preference to both male and female child. She considers 
the 'Domestic Violence Bill- 2005' as very good. She thinks that a husband is not 
justified in punishing his wife if she does not obey or neglects the house or 
children. Her bank account is single and does not has assets and self- acquired 
property from her own income. Her co- workers have supportive and positive 
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attitude towards her. The management of the caH centre also has positive and 
motivating attitude towards her and therefore being a woman she does not face 
any problem in the workplace. She explains the difference between her and a non-
working woman as- 'she is quite confident, independent and interactive whereas a 
non- working woman is dependent on others and may have difficulty in interacting 
with others'. She further explains the difference between her and her male 
colleagues as- 'she has to look after her home as well as office but men work only 
in the office'. 
Case Study No- 32 
She is a 23 year old married woman from Shillong, Meghalaya. She is 
working in a permanent job as a 'Customer Care Executive' in a call centre in 
Delhi for the last one year with a salary of Rs.l4, 000/- per month plus incentives. 
She hails from Christian community and belongs to Scheduled Tribe (ST). She is 
married for eight months and has no children. Her husband is Graduate and is in 
Govt, job with a salary of Rs. 22, 000/- per month. She lives in a nuclear family 
but prefers to live in joint family. She completed her schooling in an English 
medium school in Shillong and did her B.A. from 'Lady Keane College, Shillong' 
in English medium in Shillong, Meghalaya. 
She works only in day- shifts and prefers day- shifts because her husband 
does not feel comfortable with the night- shifts. She is satisfied with her education 
and her parents inspired and motivated in every manner from education to 
employment. This is her first job and she joined this call centre to become 
financially independent She got process, product and accent training for this job. 
She is satisfied with this job because she likes the working environment and the 
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flexibility to work in day-shifts. Slie does not lil<e tiie target oriented worl< 
pressure. She overcomes her stresses and pressures in this job by taking a break 
from her work. She does not want to leave this job but wants to make it her career. 
She considers her future prospects in this job as very high and wants to become 
CEO of this call centre and then to open her own call centre. 
As a married woman, this job according to her is compatible with her 
married life because she and her husband get sufficient time to spend with each 
other. She does not find it difficult to balance her job with the performance of 
household chores because her husband helps her in the performance of Household 
chores. Her husband has supportive and positive attitude towards her job because 
her income is needed by the family as a supplement to her husband's income. This 
job has brought about some changes in her social and personal life as she does not 
get sufficient time to visit her friends or relatives. Therefore, in her opinion this 
job has cut down her social circle. This job has given her self- confidence and 
freedom to spend time on her own. It has not given her more freedom of 
movement without prior permission to visit friends or relatives. She has more 
freedom to take decisions for herself and thinks that she gets more respect in the 
family as well as in society after being in this job. This job has given her more say 
in the family matters and the decisions in her family about how much to spend and 
on what are being taken by mutual participation. She thinks that as much money 
should be spend on the education of girls as on that of boys and she gives equal 
preference to both male and female child. Although she is not aware of the 
'Domestic Violence Bill- 2005' but she thinks that a husband is not justified in 
punishing his wife if she does not obey or neglects the house or children. Her bank 
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account is single and she does not have assets and self- acquired property from her 
own income. Her co- workers have very respectful and helpful attitude towards 
her, and everybody wants to work with her. The management of the call centre has 
very supportive and motivating attitude towards her, and therefore being a woman 
she does not face any problem in the workplace. She explains the difference 
between her and a non- working woman as- 'she is self- dependent and is able to 
interact with others while a non- working woman is not so'. She does not have any 
differences with her male colleagues. 
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The case studies of 32 women working in the ITES- BPO sector of Delhi 
reveal that most women are young with 29 women being in the age group of 
(20-26) years with two being 28 year old and only one being 30 year old. Out 
of these 32 women, 21 are unmarried and 11 are married, and 10 women are 
from Delhi and 22 are from out of Delhi. Most women are working in the low 
end Jobs with 26 being "Customer Care Executives' (CCEs) with a salary of 
Rs.8, 000/- to Rs.l4, 000/- month plus incentives depending on whether it is 
their first job or they have the experience of eariier job or jobs, 3 being 
"Technical Support Executives' (TSEs) with the salary of Rs.l7, 000/- to 
Rs.20, 000/- month with incentives, 2 being 'Team Leaders'(TLs) with the 
salary of Rs.20, 000/- to Rs.25, 000/- month plus incentives and one being 
'Human Resource Manager' (HRM) with the salary of Rs.30, 000/- month plus 
incentives. Most women are Hindus from upper castes with 24 being from 
Brahmin, Khatri, Jat. Agrawal, Kayastha and Rajput castes and 4 are from 
Hindu middle castes such as Yadav, Gurger, Mali, Bhatia and there are 3 
Christians and one is Muslim. There is one 12''^  pass and 29 women are 
graduates mostly in English medium and two are post-graduates and it was 
found that those who are 12"' pass and graduates are not satisfied with their 
education and want to continue their education till at least up to post-
graduation. There are 13 women who live in joint families, while 19 in nuclear 
families and it was found that married women prefer to live in joint family 
while unmarried women prefer to live in nuclear family. While 8 unmarried 
women live in joint family, there are 13 unmarried women who live in nuclear 
family. There are 5 married women who live in joint families and 6 married 
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women live in nuclear families. The parent's / or husband's income of 11 
women is in the range of Rs.5, 000/- to Rs.l5, 000/- per month and that of 9 is 
Rs.l6, 000/- to Rs.25, 000/- per month and that of 7 women is in the range of 
Rs.26, 000/- to Rs.35, 000/- per month and that of 5 women having income 
above Rs.35, 000/- per month. 
Most women both married and unmarried work only in day- shifts 
because their family members do not feel comfortable the night- shifts. Only 
few women work in day- and night-shifts particularly those married women 
whose husbands also work in the same call centres. Other married women have 
to work only in dayshifts because of the double role of having a job and 
performing household chores particularly for those women who have children 
as they have to take care of them as well. As per the organizational norms, 
those women who are in higher positions such as 'team leaders' (TLs), human 
resource executives and managers compulsorily have to work in the 24x7 
environment and there are no fixed timings for their shifts and therefore they 
can be called upon anytime. The parents of all the women studied, supported 
them in every manner from education to employment. The case studies also 
reveal that most of the women joined this call centre to become financially 
independent, or to support their parents or husbands financially. The attraction 
of the brand-name of the company and to earn money with stability, dignity 
and respect were also mentioned as reasons for working in this call centre. 
The case studies reveal that for 7 married working women (case study 
numbers 01, 02, 03, 13. 30, 31. 32), this job is compatible with their married 
life because they get sufficient time to spend with their husbands and they do 
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not find it difficult to balance their job with the performance of household 
chores. Their husbands or family members help them in the performance of 
household chores. Some of these women are those whose husbands work in 
same call centres or have same office timings. Their husbands have positive 
and encouraging atfitude towards their job because their income is needed by 
the family as a supplement to their husbands' income. It was found that there 
are 3 married women (case study numbers 27, 28, 29) whose job, according to 
them, is not compatible with their married life because they do not get 
sufficient time to spend with their husbands and they find it difficult to balance 
their job with the performance of household chores. Their husbands do not 
help them in the performance of household chores. These are the women 
whose husbands have different and long office timings and they do not have 
positive and encouraging attitude to their wife's job because their income is 
not needed by the family as a supplement to their husband's income. It was 
also found that one married woman with child (case study number 12) whose 
job, according to her, is not compatible with her married life because she finds 
it difficult to balance her job with the performance of household chores and 
rearing a child. She also does not get sufficient time to spend with her husband 
and to look after her child. Although her husband helps her with the 
performance of household chores but taking care of the child is her 
responsibility and she finds it difficult because of her shitt timings. However, 
her husband has positive attitude to her job and does not want her to leave the 
job because her income is needed by the family as a supplement to her 
husband's income. All the married working women prefer to live in joint 
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families even thougli they are living in nuclear families so that their family 
members share the burden of performing household chores. All the unmarried 
women revealed that they do not find it difficult to balance their job with the 
performance of household chores. They get sufficient time to spend on their 
own because their family members share the household chores. All unmarried 
women say that their femily members have positive attitude towards their job. 
The case studies reveal that this job has given most women more 
freedom of movement without prior permission to visit friends or relatives. 
However, it has not given some women more freedom of movement. These are 
the 3 married women whose job is not compatible with their married life and 
who find it difficult to balance their job with the performance of household 
chores because they have to manage them on their own. For these 3 married 
women there are restrictions on their freedom of movement. The one married 
woman with a child finds that her job is not compatible with her married life 
and she fmds it difficult to balance her job with the performance of household 
chores because she has the responsibility of rearing a child, there is no such 
restriction on her freedom of movement. The 7 married women whose job is 
compatible with their married life and who are able to balance their job with 
the performance of household chores because their husbands help them in the 
household chores, there is no such restriction on their freedom of movement. 
Among the unmarried working women, there is no restriction on their freedom 
of movement for those living in nuclear families but this restriction is there for 
those living in joint families. So unmarried women prefer to live in nuclear 
families. 
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The case studies reveal that this job has given some women more say in 
the family matters and the decisions in the family about how much to spend 
and on what are being taken by mutual participation. These are the 7 married 
women some of whom are those whose husbands work in the same call centres 
or have the same office timings. Their husbands have positive and encouraging 
attitude towards their job because their income is needed by the family as a 
supplement to their husband's income. It also includes one married woman 
with a child whose husband also has positive attitude towards her job because 
her income is needed by the family as a supplement to her husband's income. 
The unmarried working women living in nuclear families have more say in the 
family matters and the decisions about how much to spend and on what are 
being taken by mutual participation. However, there are other women to whom 
this job has not given more say in the family matters and the decisions in the 
family about how much to spend and on what are being taken by other family 
members. These are the 3 married women (case study numbers 27, 28, 29) 
whose husbands have different and long office timings and they do not have 
positive and encouraging attitude to their wife's job because their income is 
not needed by the family as a supplement to their husband's income. The 
unmarried women who live in joint families (case study numbers 07, 09, 14, 
16, 17, 20, 23, 25) have no say in the family matters and the decisions in the 
family about how much to spend and on what are being taken by other family 
members. So, unmarried women prefer to live in nuclear families. 
The case studies also reveal that all women (both married and unmarried) 
think that as much money should be spend on the education of girls as on that 
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of boys, and almost all women give equal preference to both male and female 
child. They consider the 'Domestic Violence Bill- 2005' as very good and 
should be followed strictly. They think that a husband is not justified in 
punishing his wife if she does not obey or neglects the house or children 
because it is the responsibility of both. Most women have their bank account as 
single and do not own assets and self- acquired property from her own income. 
There are some women who have their bank account joint as well as single and 
they own assets and self- acquired property from their own income. Almost all 
women said that their co-workers have very friendly and co-operative attitude 
towards them. The management of the call centre also has very friendly and 
supportive but professional attitude towards them. Ail women explained the 
difference between them and the non-working woman as- 'they are confident, 
independent and self-decisive whereas the non-working women are not so'. 
While there are some women who do not consider much difference between 
them and their male colleagues, but some women explain the difference 
between them and their male colleagues as- They are more hardworking and 
look after home as well as office whereas their male colleagues are lazy and do 
not look after the home'. 
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This is the study of the impact of information technology development on 
the empowerment of women in which women's empowerment is the process by 
which women move from a condition of relative powerlessness to relative power. 
Empowerment refers not only to a change in power relations so that there is more 
equality but also the ability or capacity to challenge the structure of male 
domination or patriarchy by participating in decision- making. There are two 
perspectives among sociologists about the significance of Information Technology 
(IT) for women's empowerment. According to the first perspective, Information 
Technology opens up new avenues of economic participation of women leading to 
their empowerment so that they can negotiate for greater equality with men in the 
family, community and work place. According to the second perspective, this 
possible empowennent of women is circumscribed by existing values, cultures & 
institutions and so Information Technology may not neutralize the inequality 
between men & women but may reproduce it. This is because women are 
embedded in a patriarchal context and so Information Technology may not lead to 
the empowerment of women. This study was an evaluation of these two 
perspectives on the impact of information technology development on the 
empowerment of women working in the ITES-BPO sector in Delhi. 
The case studies of 32 women employed in the ITES-BPO sector in Delhi 
reveal that information technology (IT) brings women out of their home and leads 
to changes in their lives and their attitudes which bring about a change in power 
relations so that there is more equality in the family and in the workplace. This 
change in power relations so that there is more equality is shown by the fact that 
although they do not get sufficient time to visit friends or relafives and this job has 
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cut down their social circle but it has given them greater self- confidence and more 
freedom to take decisions for themselves, and more respect in the family and 
society and she has time to spend on her own.. The change in power relations so 
that there is more equality is also shown when women can decide about their 
education and employment and the freedom to choose their job to become 
financially independent or to support their parents or husbands financially or the 
attraction of the brand name of the company or to earn money with stability, 
dignity and respect. Since all the women said that their parents supported them in 
every way from education to employment shows that the change in power 
relations so that there is more equality is not possible without parental support. 
The fact that all women say that as much money should be spend on the education 
of girls as on that of boys and almost all women say that they give equal 
preference to both male and female child and only one or two give preference to 
male child show a change in power relations so that there is more equality in their 
attitude. This change is also shown by the fact that they regard the 'Domestic 
Violence Bill- 2005' as very good measure and a step in the right direction which 
should be implemented very strictly and only a very few women are not aware 
about this Bill. The change in power relations so that there is more equality in their 
attitude is also shown by the fact that almost all women think that a husband is not 
justified in punishing his wife if she does not obey or neglects the house or 
children because he is equally responsible for taking care of the house or children 
and very few women feel that a husband is justified in punishing his wife if she 
does not obey or neglects the house or children. The fact that most women have 
their bank account as single in their own name and those who have their bank 
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account as joint without exception have assets and self acquired property in their 
own name also shows the change in power relations so that there is more equality. 
The fact that most women express satisfaction with this job and do not want to 
leave it but want to make this job as their career shows the change in power 
relations so that there is more equality in their attitudes in the workplace as also 
the fact that they consider their future prospects in this job as very high and want 
to get promotion to a very high position in the same call centre. This is supported 
by the fact that all the women say that their colleagues have very friendly and co-
operative attitude towards them and they say that the management of the call 
centre also has very co-operative and motivating but formal and professional 
attitude towards them. Almost all women regard themselves as independent, 
confident and capable of interacting with others as compare to non- working 
women and more efficient and hardworking in comparison to their male 
colleagues as they perform dual role and this shows a change in power relations so 
that there is more equality in the work place. 
The case studies of 32 women in the ITES-BPO sector reveal that there is a 
change in power relations so that there is more equality for all the women but all 
of them have not been able to challenge the structure of male domination or 
patriarchy. The compatibility of job with the life of married women and their 
ability to balance their job with the performance of household chores indicates the 
ability to challenge the structure of male domination or patriarchy. The case 
studies of 7 married women reveal that their job is compatible with their married 
life and they are able to balance their job with the performance of household 
chores. They get sufficient time to spend with their husbands because their 
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husbands or other family members help them in the performance of household 
chores. These 7 married women are able to challenge the structure of male 
domination or patriarchy because of their ability or capacity to change their role of 
performing household chores traditionally assigned to them. Some of these women 
are those whose husbands work in the same call centres or have the same office 
timings. Their husbands have positive and encouraging attitude towards their Job 
because their income is needed by the family as a supplement to their husband's 
income. The case studies of 3 married women whose job, according to them, is not 
compatible with their married life because they do not get sufficient time to spend 
with their husbands and they find it difficult to balance their job with the 
performance of household chores. Their husbands do not help them in the 
performance of household chores and they are unable to challenge the structure of 
male domination or patriarchy because of their inability to change the role of the 
performance of household chores traditionally assigned to women. These are the.3 
married women whose husbands have different and long office timings and they 
do not have positive and encouraging attitude to their wife's job because their 
income is not needed by the family as a supplement to their husband's income. 
The case study of one married woman with child (case study number 12) shows 
that her job is not compatible with her married life because she finds it very 
difficult to balance her job with the performance of household chores and rearing a 
child. She does not get sufficient time to spend with her husband and to look after 
her child. Although her husband helps her in the performance of household chores, 
she does not have the ability to challenge the structures of male domination 
patriarchy because there is no change in her role of child rearing traditionally 
or 
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assigned to women. All the unmarried women revealed that they do not find it 
difficult to balance their job with the performance of household chores. They get 
sufficient time to spend on their own because their family members share the 
household chores. All the unmarried women are able to challenge the structure of 
male domination or patriarchy because they do not have the role of performing 
household chores traditionally assigned to women. 
The freedom of movement to visit friends or relatives without prior 
permission is also an indication of the ability of women to challenge the structure 
of male domination or patriarchy. Traditionally, women did not have freedom of 
movement and were required to be accompanied by their husband or other male 
family members to go out. This is an example of the structure of male domination 
or patriarchy which has been challenged by the employment in the ITES-BPO 
sector which requires women to go out without being accompanied by their 
husband or male family members. This freedom of movement results in the ability 
of some married women and some unmarried women to challenge the structure of 
male domination or patriarchy. The 7 married women whose job is compatible 
with their married life and who are able to balance their job with the performance 
of household chores because their husbands help them in the household chores say 
that there is no such restriction on their freedom of movement. The one married 
woman with a child finds that her job is not compatible with her married life and 
she finds it difficult to balance her job with the performance of household chores 
because she has the responsibility of rearing a child, there is no such restriction on 
her freedom of movement. All these married women are thus able to challenge the 
structure of male domination or patriarchy. The unmarried women who live in 
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nuclear families have no restriction on their freedom of movement and thus they 
are also able to challenge the structure of male domination or patriarchy. The 3 
married women whose job is not compatible with their married life and they find it 
difficult to balance their job with the performance of household chores because 
they have to manage them on their own. For these three married women there are 
restrictions on their freedom of movement. The unmarried women who live in 
joint families also have restrictions on their freedom of movement. All these 
women who have restrictions on their freedom of movement are unable to 
challenge the structure of male domination or patriarchy. This is the reason for 
unmarried women to show preference for living in nuclear families. 
Having a say in family matters and who takes decisions in the family about 
how much to spend and on what is also an indication of the ability of women to 
challenge the structure of male domination or patriarchy. The case studies reveal 
that this job has given some women more say in family matters and the decisions 
in the family about how much to spend and on what are being taken by mutual 
participation. These are the seven married women some of whom are those whose 
husbands work in the same call centres or have same office timings. Their 
husbands have positive and encouraging attitude towards their job because their 
income is needed by the family as a supplement to husband's income. There is 
also one married woman with a child whose husband also has positive attitude 
towards her job because her income is needed by the family as a supplement to her 
husband's income. The unmarried working women living in nuclear families have 
more say in the family matters and the decisions about how much to spend and on 
what are being taken by mutual participation. All these women have been able to 
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challenge the structure of male domination or patriarchy. However, there are other 
women whom this job has not given more say in the family matters and the 
decisions in the family about how much to spend and on what are being taken by 
other family members. These are the 3 married women whose husbands have 
different and long office timings and they do not have positive and encouraging 
attitude to their wife's job because their income is not needed by the family as a 
supplement to their husband's income. The unmarried women who live in joint 
families have no say in the family matters and the decisions in the family about 
how much to spend and on what are being taken by other family members. This is 
the reason for unmarried women to show preference to live in nuclear families. All 
these women have not been able to challenge the structure of male domination or 
patriarchy. 
Thus the case studies of 32 women working in the ITES-BPO sector in Delhi 
reveal that there is change in power relations so that there is more equality for all 
the women in the family and in the workplace. However, only some women have 
been able to challenge the structure of male domination or patriarchy. Only those 
women who have the ability or capacity to change the role of performing 
household chores traditionally assigned to women and who have the freedom of 
movement to visit friends or relatives without prior permission and who have a say 
in family matters and the decisions in the family about how much to spend and on 
what are being taken by mutual participation have been able to challenge the 
structure of male domination or patriarchy. In this way, it was found that 7 married 
women and one married woman with child and 13 unmarried women living in 
nuclear families have been able to challenge the structure of male domination or 
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patriarchy. It was also found that 3 married women and the 8 unmarried women 
Hving in joint families have not been able to challenge the structure of male 
domination or patriarchy. This shows that out of 32 women working in the ITES-
BPO sector only 21 have been able to challenge the structure of male domination 
or patriarchy while 11 have not been able to challenge the structure of male 
domination or patriarchy. The economic and social obstacles that have emerged in 
these case studies which prevent women from challenging the structure of male 
domination or patriarchy are that of whether her income is needed by the family as 
a supplement and whether the family is nuclear or joint. 
These case studies of 32 women working in the ITES- BPO sector in Delhi 
revealed that while there is a change in power relations so that there is more 
equality for all the women but all the women have not been able to challenge the 
structure of male domination or patriarchy. Employment in the ITES-BPO sector 
does not bring about the empowerment of all the women and the economic and 
social obstacles which prevent the empowerment of women show that women are 
embedded in a patriarchal context and so Information Technology may not lead to 
the empowerment of women. It is likely that existing inequalities between men 
and women will be reproduced in the new society being shaped by information 
technology which is called "information society' or 'network society'. The 
possible empowerment of women Is circumscribed by the values and structures of 
the old society so that there is continuity between it and the new society and there 
is no break with the past. The findings of the study are in agreement with the 
second perspective which was given by Webster. The findings of the study are not 
in agreement with the first perspective which was given by Bell and Castells. 
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However, the fact that some women employed in ITES- BPO sector have been 
empowered to the extent that they have been able to challenge the structure of 
male domination or patriarchy shows that this sector has the potential to bring 
about the empowerment of women and the information and the network society 
may ultimately bring about fundamental change in relations between men and 
women. 
Empowerment refers not only to a change in power relations but also the 
ability or capacity to challenge the structure of male domination or patriarchy by 
participating in decision making. Thus in the case studies of 32 women employed 
in the ITES-BPO sector in Delhi, the empowerment of women is there for 21 
women and not for 11 women. In these case studies, the economic and social 
obstacles, which prevent the empowerment of women, are that of whether her 
income is needed by the family as a supplement and whether the family is nuclear 
or joint. Since 21 out of the 32 women have been empowered, it shows that 
employment in ITES-BPO sector has the potential for the empowerment of 
women. 
This study is concerned with the use of exploratory research design to fmd 
the extent of empowerment of women working in the ITES- BPO sector in Delhi. 
The exploratory research design has been followed because the area was hitherto 
un- explored. This research enabled us to gain familiarity with the new 
phenomenon and to give new insights. Further research is needed in this area by 
drawing case studies from various parts of the country and from other sectors of 
information technology for a comparative study. These can then form the basis of 
precise hypothesis about the impact of information technology development on the 
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empowerment of women which can be verified by using surveying research design 
and sample drawn from different parts of the country and from different sectors of 
Information Technology. Such a broad study will use statistical methods and 
quantitative analysis different from the case study method and qualitative analysis 
in this study. 
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Appendix-1 
Interview Schedule 
1 Name 
2 Age 
3 Native Place 
4 Community (a) Religion (b) Caste 
5 Maiital Status (Maiiied / Unmained / Separated) 
(a) If married, how many children'^  
(b) It married, how man) yeais eailier*^ 
(c) If separated, how many yeais earlier'^  
6 Nuclear family/ )oint family 
If joint family, who are the membeis^ 
1 2 3 
4 5 6 
7 Family Piefeience (Nuclear famil)/.loint family) 
8 Educational Qualification (with stream of Education) 
(a) School Name of School 
Place of School 
Residence duiing education Home / Hostel 
Medium of Instiuction Hindi / English / Urdu / Other 
(b) College Name of College 
Place of College 
Residence during education Home / Hostel 
Medium of Instruction Hindi / English / Urdu / Other 
(c) University Name of University 
Place of Univeisity 
Residence duiing education Home / Hostel 
Medium of Instiuction Hindi / English / Urdu / Other 
9 Occupation Permanent/Temporal y 
10 Timings Day-shift/Night-shift 
11 Preference of Shift Day-shift / Night-shift 
12 Preference of shift of family members Day- shift / Night- shift 
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13. Do you face any resistance/ reaction from your family members regarding 
Day- shift / or Night- shift? 
14. Income (monthly) in Rs. 
(a) Pay; (b) Perks / Incentives: (c) Rewards 
15. If married, then 
(a) Education of Husband: 
(b) Occupation of Husband: 
(c) Income of Husband: 
16. If Unmarried, then 
(a) Education of father: 
(b) Education of Mother: 
(c) Occupation of father: 
(d) Occupation of mother: 
(e) Income of father: 
(f) Income of mother: 
17. Are you satisfied with your education? 
18. If not, what were the factors? 
19. What was your desired level of education? 
20. What was the role of your parents in education and employment? 
21. What were the reasons for employment? 
22. How did you spent your first salary and after that? 
23. Is this your first job? 
24. For how long have you been in this job? 
25. Did you get training for this job'.^  
26. If yes, then what kind of training? 
27. If this is not your first job. what was your first job and for how long were you 
in that job? 
28. Why did you leave your first job and why did you join this job? 
29. Are you satisfied with this job? 
30. What do you like about this job? 
31. What you don't like about this job? 
32. What are the stresses and pressures in this job? 
33. How did you overcome your stresses and pressures in this job? 
34. Have you ever thought about leaving your job? 
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35. If yes, why? 
36. What are your future prospects in this job? 
37. Would you lilce to make this job as your career? Or 
38. Dou you want to change it? 
39. If yes, why? 
40. If married, is this job compatible with your married life? 
41. Do you get sufficient time to perform household chores? 
42. How much your husband / other family members / servant shares the 
household chores? 
43. What is the attitude of your husband / other family members to your job? 
44. Did you find it difficult to balance your job with the performance of household 
chores? 
45. What changes has the job brought about in your life (social and personal life)? 
46. Has the job given you self confidence? 
47. Has the job given you freedom to take decisions for yourself? 
48. Do you think you get more respect in the family as well as in society after 
being in this job? 
49. Has this job given you more freedom of movement without prior permission to 
visit friends or relatives? 
50. Has this job given you freedom to spent time on your own? 
51. If you want to go for an outing, would you prefer husband / family members / 
friends / colleagues? 
52. Has this job given you more say in the family matters? 
53. Who takes decisions in your family about how much to spend and on what 
(self/ mutual participation / others)? 
54. Do you think that as much money should be spend on the education of girls as 
on that of boys? 
55. What is your attitude to the preference for male child? 
56. What do think about the law recently passed about the violence against women 
in the family (Domesfic Violence Bill- 2005)? 
57. Do you think a husband is justified in punishing his wife if she does not obey 
or neglects the house or children? 
58. Bank Account: Single / Joint? 
59. Are there any self acquired property / assets from your own income? 
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60. What is the attitude of co- workers towards you? 
61. What is the attitude of management towards you? 
62. What is the difference between you and a non- working woman? 
63. How did you differ from your male colleagues? 
64. Being a woman, what kind / types of problems you face in the workplace? 
Thanks 
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Appendix- II 
The Map of Delhi 
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Decline in Female to Male Sex Ratio 
Delhi Scenario 
The Govt, is aware about the dwindhng female to male sex ratio in Delhi. I'emale 
foeticide is one of the reasons for it. Following are the facts relating to decline in 
Female to Male ratio:-
Female to Male Sex Ratio 
Place 
India 
Delhi 
1991 Census 
927 
827 
2001 Census 
933 
821 
Child Sex Ratio (0-6 years of age) 
Place 
India 
Delhi 
1991 Census 
945 
915 
2001 Census 
927 
865 
Child Sex Ratio (0-6 years of age) in different Districts of Delhi 
District 
South 
South West 
North West 
North 
Central 
New Delhi 
East 
North East 
West 
1991 Census 
912 
904 
913 
920 
937 
919 
918 
917 
913 
2001 Census 
886 
845 
854 
870 
902 
882 
868 
867 
858 
Source: Census of India 1991 and 2001 
Sex Ratio at Birth (Females per 1000 males) compiled from major 
hospitals of Delhi 
Year 
2002 
2003 
2004 
Males 
45135 
31378 
57015 
Females 
39398 
27384 
Ratio 
873 
873 
49662 1 871 
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